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Within the hospitality sector in Swansea, there are many award-winning hotels. Over the years, Swansea has become a rapidly growing city as the government has amazing plans to make the city a great tourist attraction. It is heard that ‘Swansea is one of the fastest-growing UK destinations for hotel accommodation demand.’ (Editor, 2023) The hospitality industry within this city is an exceptionally good opportunity for young individuals to pursue their future careers. Within the new service culture, there has been a significant increase in unique and exciting guest services. Experiences have become more personalised to the consumer by using a varied combination of tangible and intangible assets. ‘The demand for accommodation has increased dramatically for both business and leisure travelers' (Clarke and Chen, 2017) According to Solomon (2019) in the book ‘The Heart of Hospitality’ 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’. (Solomon, 2019) This quote suggests that the hotel industry has a massive impact on their consumers' needs and satisfactions. Many customers crave intangible assets within their stays at hotels, which Swansea is doing a fantastic job at. Within this report, there are various references linked to the hospitality provision within Swansea, various consumer demands, and performance recommendations for the future within the hospitality sector. 

Hospitality Provision.
As Swansea grows as a city, various elements of the hospitality industry are adapting along with the growth. In hotels located in Swansea, you are immediately greeted by warm and welcoming staff. Friendly staff are essential because intangible assets are becoming a necessity as consumers are craving more human interaction and personalised experiences. Swansea is a growing city for many varied reasons such as business, leisure, education, and vacation. ‘A total of 88% of accommodation businesses had nearly or fully returned to pre-Covid norms.’ (Dalling, 2023) Many different hotels in Swansea such as Morgan’s, The Village, The Dolphin, and The Oyster House offer many different amenities that cater to a variety of typology of guests who pay to stay in the accommodation. These range from a desk in every room for business travelers, luxurious bathrobes and a wedding guest for the honeymooners and a child cot in every room. Delta Hotels by Marriott make sure business travelers are comfortable within their study locations as this hotel ‘Has 6 meeting rooms complemented by expert catering and audiovisual resources’ (Lind, 2019)

Industry Trends.
[bookmark: _Int_vc6amoZS]When staying at various hotels, it can be evident that many hotels are trying to keep up with many forms of industry trends. ‘Some of the world’s leading hotel developers and operators are being encouraged to invest in Swansea in a further boost for the city’s ongoing transformation’ (Editor, 2023) A very crucial trend is workplace empowerment, meaning that companies in Swansea are taking the time to train their staff to excellent quality and empower them to be brilliant assets to the companies. ‘Hospitality leaders benefit from having empowered employees who want everyone on the team to succeed as well’ (Alegre, no date) This leads to exceptional guest service and brilliant reviews. Another trend many companies in Swansea are trying to achieve are culinary experiences as they hold their annual food festival around easter time every year near the waterfront. ‘Last year’s popular event saw around 20,000 people’ (Dowrick, 2023) This event is a hit every year as they tackle it with up to 30 various food stalls from all cultures and live music and entertainment for guests to feel immersed in the experience.
Changes in Service Culture.
Service culture is extremely important, especially in large companies and organisations. If the service culture within an organisation is not up to standard, various measures can be put in place to alter the quality and various forms of training can be put into place. ‘findcourses.co.uk’ (Hospitality Courses in Swansea, no date). This online training programme allows hospitality-driven individuals better their skills within the industry in order to progress their careers. By individuals having this training in Swansea, it can make a very big difference for service culture within the city. Service culture is changed and kept up to date by the company training their staff when new programmes come out, whether it is in-person training or online training. Online training may not have as big of a difference as in person training because employees also crave the intangible asset within the industry. ‘There are always reasons not to change, but in most cases, change is necessary’ (Sweeny, 2021) A force of change in service culture could be caused by a mass of bad reviews on various hotel websites or just a general lack of good customer service coming from various teams in companies. ‘Poor customer service skills costs UK firms billions’ (Tims, 2023) 

A Contrast of Swansea’s ‘Morgan’s’ and Alibaba’s ‘FlyZoo’ Hotels.
[bookmark: _Int_intzgFtd][bookmark: _Int_G3glU12e]These two hotels have two vastly different concepts. ‘Morgan’s’ has a classic historical hotel feel and ‘FlyZoo’ has a more technical feel. This is because Morgan’s is the oldest running hotel in Swansea and was the first in this area to facilitate running water and electricity. FlyZoo is not the first but is a ‘smart hotel’ located in Hangzhou, China. This hotel has up to 290 rooms, in which it is required to use facial recognition to get access to your room and various other rooms of the hotel. However, Morgan’s hotel has 54 bedrooms across 3 different properties, and they allow you to have a digital keycard to grant access into your room. ‘Boutique hotel in the middle of the city’ (Morgans Hotel – Luxury Rooms in the Heart of Swansea, no date) The main demographic of Morgan’s is specifically 40-60 years old, whereas the FlyZoo has a much younger demographic as the younger generation seem to enjoy the technical aspect of this hotel much more than the older generation. ‘You are checking into the hotel of the future’ (flyzoo hotel china – Search videos, no date) For the FlyZoo hotel, the main concept of their hotel has a more tangible feel as there is very little to no human interaction available as there is no furniture in the lobby of the hotel and you must check in online. However, in Morgan’s, you are greeted by a mass of very friendly front of house staff members, and you get a very intangible feel to your stay.

Performance Recommendations for the Future.
In Swansea, the hospitality provision has room for a lot of improvement. Within various hotels, there can be a mass of problems within different teams of the organisation. ‘Hospitality organisations rely upon the contribution of their people’ (Mullins and Dossor, 2013) The main forms of restraints within this industry can be lack of communication, poor morale, and lack of training resources within the company. To tackle these problems, various measures can be put into place, ensuring that their guests are getting the top-quality service they are paying for. Lack of communication can be fixed by workplace empowerment. This has an incredibly positive effect on individuals within a company who may not be performing to the hotel's standard. ‘Empowered employees feel valued, trusted and motivated’ (Larralde, 2023) A lack of training resources seems to occur when managers do not have the organisation and communication with their employees. 
Consumer Demands
[bookmark: _Int_SStvP5NY]Internationally within the hospitality industry, consumers often crave the same thing. Within hotels, paying customers have a demand for sustainability. Morgan’s in Swansea recently changed the toiletries in each of the en-suite bathrooms from disposable 30/50ml plastic bottled products to refillable glass pumps holstered to the wall. ‘Sustainable development is a holistic concept based on a simple principle’ (Walker, 1996) This has a significant impact on guest reviews as sustainable hospitality is becoming a growing trend internationally. Another consumer demand is the development of room service techniques. Where guests used to call reception and order food and beverages to their room, Morgan’s simply have a WhatsApp code online so guests can text reception and order what the person(s) would like. As the hospitality industry evolves, guests are craving curated and personalised experiences within the hotel they are staying in. To cater for this, it is vital that many industries train their staff to the standard that these guests are expecting. Within hotels, it is detrimental that guests’ needs are adhered to. 'Guests are one of the primary beneficiaries of increased revenue and profits’ (O’Fallon and Rutherford, 2010).

[bookmark: _Int_JtGNBQ8P]Overall, it is evident that Swansea is becoming a rapidly growing tourist destination as time goes on. ‘Figures show that tourism is now worth over £510m a year to Swansea, with the sector supporting 5,200 full-time jobs’ (Tourism, 2024) There have been many developments along the waterfront, in which Swansea is becoming heavily known for the beautiful coast and local hospitality provision with many award-winning restaurants and hotels. ‘Visioning the future is the ability to understand how the business environment provides opportunities and threats’ (Eliza Ching-Yick Tse, Olsen, and West, 2014) There is also still a lot in store for Swansea. A new tourist attraction on Kilvey Hill is also planned for Swansea with activities ranging from gondola rides, ziplines and a sky swing. There will also be a restaurant and bar incorporated into the area with surrounding children's play parks and picnicking spots. 
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