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Executive Summary

The report presents an in-depth analysis of service standards and culture, guest services and hospitality trends in comparison to industry trends within the hotel sector of Swansea and its comparison case study of London. This research is drawing from Trip Advisor, other hospitality review sites and company websites and underpinned by academic theory and research. It also includes performance recommendations for future sustainability based on the findings emphasizing the need to adapt to evolving consumer demands, embrace industry trends and uphold high service standards to enhance guest satisfaction and operational success in the tourism landscape.

Introduction

The significance of service experience in the tourism sector is paramount. It plays a vital role in not only shaping but influencing the perceptions and satisfaction of the customers, leading to an overall enjoyment amongst travelers. Service experience encapsulates many differing factors that lead to the influences it provides. In the hospitality and tourism sector, it is integral that a business invests in providing these valued experiences and a strategic necessity to drive long-term success.

This need for service experience is reinforced then by the words of Solomon (2019) in his book. He is quoted saying “the hospitality industry transforms essentials like a bed into an experience that is warm, memorable and even magical.”, this emphasis on experience is what turns the basic into brilliant.

Main Findings

You are required to write a report assessing the standards of service, service culture, guest services strategies, hospitality provision, and industry trends in the context of the changing nature of consumer demands within the hotel provision in Swansea in the tourism industry in Swansea.
As stated by Ford and Sturman (2020), service is “an action or performed task that takes place through contact between the customer and employees of the service organization”. It is an intangible good that can be provided by the hospitality industry. To provide the quality service then needed in the sector of hotel provision you must not only meet their expectations but exceed them further. The Disney Institute (2020) identified that guests will return if an experience is “consistent, seamless and of high quality”. This is further reinforced by the model of quality service via their Disney compass approach. The 4 points of the compass when used in combination allow them to produce a level of quality service that many competing organizations have strived to achieve. If a business is to successfully follow this model or other models used in the industry it is important that a business analyze what they are currently doing, evaluate the values and strengths they already have and then identify the correct form of service standard ready for their organization.

Hospitality Provision

In the hospitality and guest service sector, it is important for a business to identify the types of consumers that are coming to their business so they can properly cater to their needs. The theorists Hayes, Ninemeier and Miller (2020) have identified a customer as someone whose relationship is based upon the exchange of money for products and services. However, in hospitality, a business that seeks to be truly successful must go above and beyond the call of service to treat customers as not only customers but guests to properly establish a positive guest-service philosophy. To assess the differing standards, culture, guest service strategies and other parts of the environment within hotel provision, we need to examine both Swansea and another key region for comparison, being London. London was the chosen tourism destination due to its scale and importance on the tourism and hospitality stage of not only the United Kingdom but the world.
The table shows the research into the hospitality, guest service standards and amenities available in the Swansea hotel sector, examining some of the most visited hotel companies in the city. This research also includes notations on the reviews from differing well known and popular review sites for hospitality provision. The review scores are focused mainly on the sites TripAdvisor, Booking.com and Expedia. (TripAdvisor, 2024) (Booking.com, 2024) (Expedia, 2024)

	Swansea hotel names:
	Facilities/amenities:
	Number of reviews
	Average review score
	Highlighted review aspects

	Delta by Marriott
	· On-site restaurant
· 24 Hour room service
· On-site parking
· Marriott app
· Free Wi-Fi
· Membership scheme
· Walking tour service
· 5 Event rooms
· Photography service
· Free meals for under 12s
· Safes
· Dry cleaning service
· Wake up calls
· Digital check in
· Welcome drink
· Discounted rates for members and long stays
· Dog friendly
· Currency exchange service
· Event room hire
· Disability accessible
· Premium packages (Includes free parking and champagne)
· Winter Family Package

(Marriott Bonvoy, 2024)
	318 - Company site

1459 – Trip Advisor

611 - Booking.com

71 - Expedia
	4.0 - Company site

4.0 - Trip Advisor

8.4 - Booking.com

9.0 - Expedia
	Positives
· Staff
· Location
· Food
· Room quality
· Reception
· Cleanliness

Negatives
· Cold/heating
· Maintenance issues
· Limited menus
· Bar/food pricing

	Morgans Hotel
	· On-site restaurant
· Safes
· Free Wi-Fi
· Disability accessible
· Payable extras (bouquets, champagne, breakfast and more)
· On-site parking
· Electric car charging ports
· Unique decor for each room
· Banqueting hall
· Champagne bar
· 5 Event rooms
· Sunday lunch
· Cocktail of the month
· Extensive food/drinks menus
· Complimentary bottled water
· Complimentary suite mini bar
· Discounted rates for long stays
· Discounted rates for Sundays and certain last-minute bookings
· Afternoon tea
· Discount on Plantasia visit
· Wedding venue hire service
· Event room hire
· Gift vouchers for exclusive deals/package stays
· Easter holiday package for free stay and meals for children
· Friday club event
· Discounts on visits and tours of varying places in/near Swansea

(Morgans Hotel, 2024)
	763 – Google

2086 – Agoda

1249 – Trip Advisor

2423 – Booking.com

395 - Expedia
	4.2 - Google

8.6 - Agoda

4.0 - Trip Advisor

8.3 - Booking.com

8.8 - Expedia
	Positives
· Staff
· Reception
· Decor
· Location
· Cleanliness

Negatives
· Food quality
· Food service
· Lighting
· Noise


	The Grand Hotel
	· On-site restaurant
· Free Wi-Fi
· Suite hot tubs
· On-site sports bar
· Romance package (Includes free wine, welcome plate, and more)
· Payable extras (boxes/hampers, balloons, decor, bouquets, fruit, drinks, breakfast and more)
· Package and discounted deals
· 24 Hour business service
· Complimentary welcome plate and wine for deluxe rooms and suites
· Private balconies
· Room service
· Extensive menus
· Sunday lunch
· Holiday/event promotions (Father’s Day, Six Nations)
· Afternoon tea
· Wedding venue hire service
· Event room hire
· More than 5 event rooms
· Exclusive energize event package
· Christmas party event
· Gift vouchers

(Grand Hotel, 2024)
	1243 – Trip Advisor

3306 – Booking.com

598 – Expedia
	4.0 - Trip Advisor

8.0 - Booking.com

8.2 - Expedia
	Positives
· Staff
· Food
· Location
· Reception

Negatives
· Decor
· Cold/heating
· Cleanliness
· Maintenance issues

	The Dragon Hotel
	· Free Wi-Fi
· 

(Dragon Hotel, 2024)
	
	
	

	The Dolphin Hotel
	· Free Wi-Fi


(Dolphin Hotel, 2024)
	
	
	

	The Village Hotel
	· Free Wi-Fi


(Village Hotels, 2024)
	
	
	



The table shows the research into the hospitality, guest service standards and amenities available in the London hotel sector, examining some of the most visited hotel locations in the city. This research also does the same as the other table where it includes notations on the reviews from differing well known and popular review sites for hospitality provision. The comparison of London to Swansea was done as to show a city that is very top of the line and popular in terms of a travel and tourism destination, and to show the potential road that Swansea may end up going down given the fact it is becoming a tourism and hospitality destination. The review scores are focused mainly on the sites TripAdvisor, Booking.com and Expedia. (TripAdvisor, 2024) (Booking.com, 2024) (Expedia, 2024)

	London Hotel names:
	Facilities/amenities:
	Number of reviews
	Average review score
	Highlighted review aspects

	The Henry Hotel, Sonder
	· Free Wi-Fi
· On-site coffee shop
· Sonder app
· Keyless entry
· Digital concierge
· Safes
· Coffee machine
· Streaming devices
· Luggage storage
· Kid friendly

(Sonder, 2024)
	999+ - Company site

281 – Trip Advisor

2534 – Booking.com

168 – Expedia
	4.3 - Company site

4.5 - Trip Advisor

8.2 - Booking.com

8.6 - Expedia
	Positive
· Location
· Decor
· Cleanliness
· App

Negative
· Maintenance
· Room expectations
· Price
· Noise


	The Clermont Charing Cross Hotel
	· Free Wi-Fi
· On-site restaurant
· Family rooms
· Company blog
· Complimentary water
· Disabled accessible
· Children 12 years and younger stay and eat for free
· Free cots for kids
· On-site gym
· Complimentary luggage services
· Group bookings
· Discounted rates on long stays
· Celebration package offer (Includes free breakfast, bottle of bubbly and late check out)
· Holiday offers
· Event space
· Flexible check ins
· Membership scheme
· Complimentary mini bars
· Smart TVs
· In-room wellness program
· Afternoon tea
· Signature cocktail
· Room service

(Clermont, 2024)
	7515 – Trip Advisor

4575 – Booking.com

1043 – Expedia
	5.0 - Trip Advisor

8.7 - Booking.com

9.2 - Expedia
	Positive
· Food
· Decor
· Location
· Cleanliness

Negative
· Price
· Staff
· Room expectations
· Waiting times



	The Radisson Blu Edwardian Hampshire Hotel
	· Free Wi-Fi
· On-site restaurant
· Complimentary bottled water
· Mini fridges
· Coffee machines
· Safes
· Mini bar
· Radisson app
· Discounted rates for long stays
· Romance package (Includes free bottle of wine, champagne and strawberries)
· Room service
· Membership and rewards scheme
· Penthouse and 6 meeting rooms
· Event venue hire
· Multilingual staff
· Concierge service
· On-site fitness center and spa
· Disabled accessible
· Airport shuttle
· On-site car rental service
· Valet parking
· Babysitting service
· Dry cleaning service
· In-room spa service
· Complimentary magazines and digital newspaper
· Smart TVs
· On-site parking
· Gift vouchers
· Master classes

(Radisson Hotels, 2024)
	4266 – Trip Advisor

4105 – Booking.com

1003 – Expedia
	4.5 - Trip Advisor

8.4 - Booking.com

9.0 - Expedia
	Positive
· Location
· Food
· Cleanliness
· Reception

Negative
· Price
· Maintenance
· Decor
· Waiting times


	The Chesterfield Mayfair Hotel
	· Free Wi-Fi


(Chesterfield, 2024)
	
	
	

	The Resident Hotel
	· Free Wi-Fi


(Resident Hotels, 2024)
	
	
	

	The Strand Palace Hotel
	· Free Wi-Fi


(Strand Palace Hotel, 2024)
	
	
	



As the tables show the hotels in both Swansea and London are highly rated and popular, although the Swansea hotels clearly have a more focused view on staff quality service and making connections with guests. Although sometimes at the cost of other forms of service/amenities. The hotels are all similar in the way that they all offer event rooms/hiring opportunities to appeal to that form of income and guest experience. Furthermore, the service standards in London show a reliance on the location and connotations that being a London hotel comes with, leading to the lack in staff quality and a letdown in room expectations in terms of quality and scale. This is the issue destination cities have and is an important factor that Swansea will need to consider as they develop further, but expectations can be hard to meet, but when they are successfully met or exceeded, the customers will return.

Compare and contrast the image of hospitality in Swansea with another region/country offering using case studies from in class learning.

assignment should include a detailed audit based on visitor experience, events experience and online feedback to put forward a detailed hospitality and guest service plan which is relevant to the event and target market and considers target market, feedback, service delivery, impacts and yield management.???
should include detailed research into hospitality and guest service management, yield management service excellence and planning and delivery of events???

should critically audit the hospitality and guest service standards and performance and consider the most appropriate the range of hospitality and guest service provision and standards for the selected event and identified tourism target market. Critically analyze this and justify your findings.???

Business travellers amenities - high speed internet, ample power outlets, desk, iron/ironing board, special offer suggestion like free drink, special offer suggestion like discounted/free dry cleaning
Weekend travellers amenities - flexible check in/out, quality toiletries, complimentary luggage storage, proximity to toursist attractions, special offer suggestion of free parking, special offer suggestion of pets stay for free
Millenial travellers amenities - free high speed internet, communal spaces for living/co-working, proximity to culture spots, hands on classes, special offer suggestion of unique experiences, free bike use
Honeymooner travellers amenities - wellness spa, luxurious bathrobes, room service, free bottle of champagne/strawberries, free gift basket
Family travellers amenities - kid friendly bathroom/bath essentials, baby cribs/cots, laundry facilities, kids stay for free/discounted, kids eat free/discounted, discounted/free on laundry service



Industry Trends & Changes of Culture

Industry is changing throughout the country and is impacting the trends and culture. A key example is the change in what customers are looking for, it’s more focused on emotion-based person-to-person service and with the improvements in technology the companies within this sector can connect with their customers in ever changing ways. (Macdonald, 2021) 
The changes in consumer trends don’t stop with just person-to-person service but there are even more evolutions in the sector. A renewed focus has come from hygiene and a focus on health and wellbeing. Also, people are looking for more focus on sustainability and authenticity. Furthermore, especially amongst the younger generation there is a push for entertainment and trust in the brand, case in point where the rise of VR, AI, TikTok and brand ambassadors/influencers have become a forefront of marketing and pushing brand awareness and discovery in not only the hotel sector but the whole tourism industry. 


should demonstrate a detailed knowledge and understanding of visitor profiles, customer types, guest needs, changing target markets, demand and consumption, hospitality and guest service management, service excellence, yield management and food and beverage planning and service delivery using theories and models and case studies to support your written work.???


Conclusion

In conclusion the findings show that despite Swansea being a smaller city in terms of scale and financial earnings, the hotels within the city do provide many amenities that the hotels in London provide. With the changing trends in terms of generational changes, cultural changes and different outlooks in terms of quality service it is important for these hotels to identify where they are doing well and where they are weak. With proper analysis of their companies, they can shift their models or implement the amenities. Policies and other aspects that the changing consumers are looking for. Furthermore, it is shown that despite hotels being in either area they are all focusing on the changing outlook towards sustainability and the more service provision that focuses on sustainability the more they adhere to the wants of customers.

Recommendations

Where the performance of these hotels has been shown previously in the report, it is important that these hotels not only maintain the level of performance they have but attempt to further exceed what is currently expected of them. By implementing different recommendations and procedures they can not only enhance guest satisfaction and service but maintain competitiveness in the market and not be seen as stalled. This focus on continual improvement will ensure the longevity and success of the hotels' operations in the ever-evolving dynamic tourism industry. 

An important aspect to note that the hotels in Swansea are lacking is in the facility variety. As a note many hotels in Swansea don’t have any more major facilities than a bar and restaurant, they could further improve guest satisfaction and provide quality service by the expansion into aspects such as gyms, spas and pools. The noted additions would appeal to the rising health and well-being trends affecting the industry, these additions would show the customers that the hotel cares for what the consumer sees as important. Another form of recommendation could be in the way of implementing classes whether it is wine tasting, cooking, or some other form of cultural experience the funding and formation of these master classes would push the message of a more authentic and cultural experience that would appeal to many travelers who want authentic real experiences.  

Performance recommendations for the future
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