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Service standard, service culture, hospitality provision and trends in tourism industry.

In the dynamic world of tourism and hospitality, the provision of exceptional service is paramount. The hospitality industry encompasses a wide range of services. There are three categories: accommodation, food and beverage, and travel and tourism (Birmingham City University, 2018).  
In this report we will dive into hospitality provision and guest service experiences in Swansea looking at Morgans and Delta hotel, compare to well know brand like Four Season hotels, Taj or EDITION hotels. 
Hospitality and guest service 
There are two categories of assets that can be used to satisfy a customer- tangible and intangible (Murphy,2023). Tangible assets are physical items such as equipment in a hotel or furniture. Tangible assets can be touch, seen, felt, or smelt such as the scent of candles that makes people feel at home. Intangible assets are nonphysical items with emotional values for example ideas, concept, or feelings. 
Guest service is providing a professional service to guests. One of them is offering front desk service in a hotel and acting as an information source on various matters or taking a meal order in the restaurant. These are intangible assets because these services physically don’t exist. However, it plays important role in hospitality to satisfy the consumer.  
 While quality service is exceeding customer expectation by paying attention to every detail of your product and service. Liraz in her article said ‘People don’t buy a products or services-they buy emotions’ (Liraz,2021) or Hemmington in 2007 also identified that customer buys experience and memories, they don’t buy service (Cousins, Foskett, Graham and Hollier, 2019 p.9). When making purchasing decisions, consumers consider the material product, but also the intangible aspects related to it like emotions and experience. Everyone expects excellent customer service and a seamless experience throughout their entire interaction with the brand. A positive service experience influences their perception of the product. It's not just about the physical item, but the whole package – product, service, and quality.
Referring to Anna Dolce’s statement there is a difference between service and hospitality. A service without hospitality is only transaction, it is a skill which everyone can learn. Service is an act, task, and procedure. It is what we do for a guest. While hospitality is a spirit, emotions. It is about experience guest received. It is all what we do with guests. Hospitality is confident and open hearted. People forget a good service, they remember hospitality (Dolce, 2018). 
Hospitality is a genuine smile and effort to make guests feel welcome (John,2016). Consumer wants to be recognized, respected, and appreciated. For example, by calling them by their name shows them all these. Guests value hearing their names it makes them feel unique. 
To be successful in the hospitality industry, there needs to be a ‘WOW’ factor. As Bamford said: ‘we might say WOW when someone promised a good service but delivered exceptional service’ (Bamford, 2020). Paying close attention to every aspect of guest experience and understanding customer needs and wants will make customer satisfied and return or recommend the company. 
Standard service defines what customer require. There is an organisation called AA (alongside with tourists’ authorities-VisitBritain, VisistWales and VisitScotland) which by giving a star rating shows the guest what kind of service and facilities customer can expect (AA,2019). They include both tangible and intangible elements such us service culture, available facilities or booking and check out experience. 
One of the well know hotel in Swansea is Morgans hotel. According to Sophie Morgan (Sophie,2024) the events manager in Morgans hotel they choose to be granted by Visit Wales. They are 4-star hotel, as they said they choose to be 4-star (even if people think they are 5) because in this way they can exceed customer expectations. 
Hospitality trends 
As the hospitality industry trends are changing regarding to customers’ demands it is important to stay relevant. Technology plays huge role in hospitality industry. Top luxury hotels like Four Season are investing in the latest technology to enhance guest satisfaction (Chechi, 2023).
Guest can now make a reservation just with just a few taps on their smartphone or customise accommodation preferences. Technology has also increased operational efficiency in hotel management by streamlining process or automating task. It also enhances guest experience by including in room technologies like smart TVs and high-speed Internet. It also enables hotels to market their offering to a wider audience using hotel booking platforms e.g. booking.com or Airbnb and through social media platforms.  
Booking room at Morgans hotel in Swansea customers can book room online on official website or Expedia and Agoda platform. They can check-in online and simply collect their key from reception. It influences customer satisfaction and reduces the time spend at reception. They also have a smart TV and Internet in every room to satisfy customers (Sophie, 2024). They do not have their own app yet. Most reservation are made by phone. They rely on feedback from customers who want to have human interaction, which links to another consumer trend which is connection. 
Another trend is increasing importance of sustainability. Consumers are more conscious of environmental impact and are looking for businesses that prioritise eco-friendly system (Modern Hospitality,2023). Technology can help with sustainability through energy management system. Green technology can control lightning and temperature which reduces energy consumption.
For the sake of the environment, Hotel Morgans only uses large bottles of cosmetics (e.g. shampoo, shower gel), which limits the amount of waste. They also use recycled coffee pots. Another important step that the hotel took to care for the environment was planting lots of trees near Carmarthen Road in Swansea. They also have a plan to install solar panels next year, it will help to minimize our carbon footprint and combat climate change. They also have charging stations for electric cars. 
Health and wellbeing are also a trend in hospitality. People in this era are more concerned about their physical and mental wellness. Hotels and resorts offer wellness programs including meditation sessions or spa treatments.  Some of them are equipped with exercise equipment. One of the hotel examples is Four Season Hotel which offers yoga classes. It helps people to grow in awareness and balance. They also offer spa, massage and a stream room. 
Another example of hospitality and consumer trends is EDITION hotels. They blend authenticity, innovation, and personalised service to create unforgettable moments for guests. Guests often mingle with locals, creating an authentic atmosphere. They don’t act as a hotel; they are unique and become vibrant social spaces. The interiors have been carefully designed, reflecting the local culture and surroundings. They prioritize gracious service that feels intimate (EDITION,2024). 
Tajness is distinctive philosophy embraced by Taj Hotels Resorts and Palaces (Tajness,2024). Tajness embodies emotional intelligence by fostering self-awareness, empathy and relationship building. For instance, a bartender who remembers a guest’s favourite cocktail fosters loyalty. They believe true luxury is in its details (music, smell, dance, rituals). It becomes true when it has legacy. They embody authenticity and care. Guests can expect genuine warmth and personalized attention. Tajness takes guest on sensorial journey. These experiences engage all senses, from taste to touch to sight and sound.  

Service culture 
In the hospitality industry, service culture refers to a company culture that prioritizes exceptional customer service. It revolves around prioritizing customer’s needs in all aspects of organization’s activities. 
There are several types of travellers. One of them is travelling for business purposes. Delta hotel in Swansea is a brand that understands the needs of the business clients. They offer 24-hour room service so business travellers can work comfortably in their apartments. Each room has a QR code to scan for room dining. (Delta hotel,2024) 
On the other hand, Morgans hotel in Swansea provides home-like atmosphere. Their service culture are family and historical culture. The building itself is an iconic building. They named rooms after the ships in the dock (Morgans, 2024). Morgan is a boutique offering family feeling to both staff and guests. They give personalisation to their customers. 
Looking at Tripadvisor reviews we can see that people staying at Morgans hotel appreciate the atmosphere. They feel like home. Staff is friendly, polite, and helpful. The spotless rooms with their stylish decor receive high marks from visitors. (Warwick,2024) 
Four Season hotel is a hotel with golden rule- treats others as you would like to be treated. This extends to guests, communities, and environment. Their purpose is to make guests feel an unparalleled experience of hospitality. They believe their key to success, is their people. They work together cooperatively, respecting each other because everyone needs to feel satisfaction in what they do to satisfy customer. They say they can only success as a team (Four Season Hotel, 2024). 
Disney service strategy is to exceeding guests’ expectations and paying attention to every detail. For instance, hotel rooms have two peep holes- one at usual height and other at a child’s eye level. Disney believes in performance culture. It is important how the guest perceive their experience with the organisation. At Disney every detail sends a message to the guest. 
In summary, the hotel industry must adapt to these changing dynamics by offering diverse experiences and catering to evolving consumer preferences. Consumers seek for unique, unforgettable experience. Business that provides personalised services stand out. 
In any industry, to be successful you need to know who your target market is. On this basis, you determine their needs and wants. There are different aspects people look at in term of travelling for business purposes or leisure. From the examples shown in this report, we can see that each of them has the right idea of feeling hospitality and emotions. 
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