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[bookmark: _Toc163025486]Introduction 
This report will assess standards of service, service culture, guest services strategies, hospitality provision, and industry trends using the Disney compass model and research examples from both Morgans and Delta Marriott hotels in the hospitality provision of Swansea.
 
[bookmark: _Toc163025487]Hospitality Provision
According to Schulfer (2024) hospitality is a friendly and generous reception and Entertaiment for visitors or strangers and guests. An example of this would be inviting someone into your home and offering them a drink or a meal and making sure they are comfortable. According to LinkedIn (2022) hospitality is important as it makes people feel valued and appreciated. Going the extra mile to make people feel welcomed also makes a business stand out to others and will attract more customers.
This relates to morgans as when the class attended, they had a warm welcome with a room and provided us with a notepad, pen and pencil. They also had a small station with tea and coffee for us to have a nice warm drink and water on the table. They also told us that their customers come back to the hotel because of their staff. At Delta Marriott hotel they said that they give a warm welcome to customers on arrival as most of their customers are business workers in the week and families on weekends, and on the weekends the children are important as happy child means happy parents.
  
Whilst visiting Morgans, they told us that their guests can use WhatsApp to contact reception, request items for the room or ask questions. However, Delta Marriott has a database connecting all 33 of their UK hotels, so the staff can prepare for special requests made by incoming guests. This gives a chance to prepare in advance and a chance to mention these to the guests, which will make them feel valued, heard and special. 
This relates to being emotionally intelligent by ‘displaying appropriate emotions’ (Miao, 2021) and exceeding customer expectations before they even start their stay.  So as with most things these days, the industry and customer experience has changed to a more than ‘person to person’ service, ‘companies can connect with their customers in new advanced ways’ (Macdonald, 2021). 
Disney's approach to exceeding customers' expectations is guided by four main points, known as the Disney Compass, and this is the foundation for Disney's exceptional guests experience. The compass will hopefully guide a business to help improve their guest's expectation. The four points are  guestology, quality standards, delivery systems, and integration. These will successfully help an organization to understand customers, by realizing their needs, wants and emotions, and can help to take their experience to the next level. Safety, courtesy, show, and efficiency are the 4 quality standards measured to ensure all guests have the best possible experience. 	Comment by Claire Edwards: Show? What does this mean?
The delivery system is important because the employees are the most important asset to the business, and by training them all casually and to a high standard then as Walt Disney says ‘you do what you do so well that they will want to see it again and bring their friends’. The last compass point is integration to create a complete operating system to give the guests a seamless guests experience (Disney institute, 2020).	Comment by Claire Edwards: Are you sure?

[bookmark: _Toc163025488]Standards of service
According to Ford and Sturman (2020) service is an action or performed task that takes place through contacts between the customer and employees of the service. This relates to how Morgans communicates with their clients; Morgans communicates with their clients by phoning, email and in person, and this is how they give the best value for companies who want to bulk book rooms or to have multiple rooms for their guests. Their unique selling point is ‘people serving people’ because most of their clients prefer to be served by a person than booking online.
[bookmark: _Int_jNCFkw3p]The Automobile Assocation (2020) have developed a common quality standard for inspecting and rating accommodations which is broken down into categories based on the accommodation and range of services and facilities offered. This is commonly known as the Star Rating. The categories measured include 24-hour reception service, very skilled staff, luggage and laundry service. Morgans has 4 stars, as they keep the historic history in the hotel and building, also for the location as they are in the heart of Swansea city and have everything around. They also give excellent service to each guest. Delta Marriott has its 4 stars as they offer stylish accommodation next to the beach, they are in the heart of Swansea and are close to everything there is to offer in Swansea, and they also have an event space to hold events. They also have their staff from all over the word work in the Marriott hotels. Both hotels are also open 365 days a year for their customers.
According to the AA (2024), both Morgans and Delta fit into the common quality standards of being a 4-star hotel. When we visited both hotels, they said 4*Star is less pressure than keeping up with the 5*Star expectations. The standards of being a 4*Star instead of 5*Star means they can easily exceed guests' expectations and improve departments at their own speed. 
According to the World Tourism Organization (2015) the purpose of hotel grading is to inform guests in advance on what can be expected. One-star is basic facilities, and 5 stars is luxury in facilities and service. This relates to how Morgans and Delta show their guests what they can expect, however, Morgans is a boutique historic Grade Two listed building whilst Delta is a Marriott chain hotel, so both hotels attract different guests from across the world as when we were on out visit at Morgans they had told us that the geta lot of their customers from other counties.	Comment by Claire Edwards: Remember to put the year in brackets!

[bookmark: _Toc163025489]Service culture
According to Louveau (2020) good service culture exists when everyone in the organization is focused on the “customer centric approach” to create value around the customers and have the same shared purpose. As Michaelides (2017) says, service quality represents the gap between the expected service and the actual perceived service, and that quality guests service is an experience of being valued or heard.	Comment by Claire Edwards: brackets
This relates to how Morgans hotel focuses on the unique selling point of their staff serving guests and “people serving people”. They view their guests as one of their own as it's a “family run business”. The visit to the hotel and the online reviews from Tripadvisor showed the small personal touches, the human interaction throughout is the main reason guests return and this also shows that loyalty is a benefit to the hotel (Tripadvisor, 2024).
[bookmark: _Toc163025490]Industry trends
Sustainability is one of the improvements that the hotels in Swansea are making.  At Morgans there are many things they are improving on and changing. During a visit to Morgans Hotel it could be seen that sustainability is almost everywhere in the hotel, from having glass bottled shampoo in each room, recyclable coffee pods and a plan to have solar panels on their roof, although, due to the roof being a challenging shape, it will take longer for them to have solar panels on the roof. 
To compare this with Delta Marriott, they do the same with the shampoo bottles in each room, and they also have a weighing machine that calculates food wastage. They also have reusable towels and will only give a clean towel if a customer asks for a clean one in their room. 

[bookmark: _Toc163025491]Technology
Barten, (2024) states that technology is intended to make life easier for business as it is faster to use and gets the job done. When we visited Morgans and Delta, they told us about what technology they use. Morgans uses various technology like customer Wi-Fi for business guests. They also use contactless for their payments for the guests who stay, and bar/restaurant area and they also use email technology for sending out surveys after your stay. The technology they use in Delta is almost the same as Morgans hotel. The only thing extra is customer online booking and an online check-in system, which also has a smart key app with the key on customer’s phone.


[bookmark: _Toc163025492]Conclusion
This report, looked at the standards of service, service culture, guest service strategies, hospitality provision, and industry trends, employing the Disney compass model and examining examples from Morgans and Delta Marriott hotels in Swansea. Hospitality, encompasses friendly and generous reception for visitors and guests, making people feel valued and appreciated. Morgans does this by warmly welcoming guests, providing amenities and fostering customer loyalty. Delta Marriott caters to business travellers during the week and families on weekends. Their database system ensures preparedness for special requests, enhancing guest experiences. In summary, exceptional hospitality not only distinguishes businesses but also creates lasting impressions, encouraging repeat visits and positive reviews.
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