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[bookmark: _Toc161663892]Introduction
In this report I am researching the hotel provision of two different venues in Swansea. The Delta Marriott and Morgans Hotel. I will then look at what the hotels provide and also customers feedback from their stays at the different locations. To gather a better insight of what stood out to the consumers and what makes them want to return. I will look into trends that are currently throughout the industry and creating business in different regions, I will then research and see how Swansea is staying up to date and following the demand to bring guests into the Swansea area.

[bookmark: _Toc161663893]Hotel Provision 
“A customer is the most important visitor on our premises. He is not dependent on us. We are dependent on him. He is not an interruption in our work. He is the purpose of it. (Ghandi, n.d.) This quote shows how important a customer is within the hospitality sector, the whole purpose of the industry is to serve consumers. This means guests must feel like they are appreciated and not an interruption to business. This can easily be done by workers, rather than just providing a service, they can make the experience an intangible, so it is more than a transaction between a customer and employee. (Ford and Sturman, 2018) Hospitality is a feeling and emotion rather than a physical item provided to the guest. To experience a service to its best ability the customer must believe that they are individual and are being given the service they deserve rather than them just being another customer who is paying for facilitates. (Solomon, 2016)
[bookmark: _Toc161663894]
Morgans Hotel 
Morgan’s hotel is part of the morgans collection around South Wales, Majority are based in Swansea area and the main property is known for their luxury and comfort with their 4 stars and rated number 1 hotel in the city. (Morgan’s Hotel, 2024) They provide the basics within the room like tea/coffee facilities, WIFI, TV and bath and showers. However, they go the extra step and provide Molton Brown toiletries and complimentary mini bar. (Morgan’s Suites, 2024) Going through different reviews provided 26 of them mentioned the Wow factor provided from the staff, this makes people want to recommend them to others and also provide reviews for others to see how special their stay was. (Morgan’s Hotel, 2024) The reviews show that the company stands out for their family atmosphere in reviews and also multiple mentioned complimentary drinks at the bar on arrival, this makes the customer feel welcome. (Doctor, 2023) Since the Welsh provision can be very limited, it is nice to see reviews mentioning the lovely Welsh welcome this allows the culture to break through to those who might not typically get to experience it. So, they can try the Welsh breakfast that is provided by morgans.  (D, 2023)

[bookmark: _Toc161663895]Delta Marriot 
The Delta Marriot has recently been renovated and is a 4-star hotel looking onto Swansea marina. The Marriot is seen as a stylish haven within the city life. They have a range of amenities included on every stay, such as room service, wake up calls, free WIFI and dry-cleaning service. (Marriot, n.d.) A lot of the reviews mentioned the ideal location of the hotel with the different activities within walking distance from the venue. (chippychat, 2024) The staff were also mentioned countless times throughout the reviews, they are friendly and go out their way to support guests during their stay. They changed someone’s room within 10 minutes of being checked in, to an accessible room for them. This shows that the staff will do what they can to provide the best stay for their customers but also do it in a timely manner. (L, 2023) The Marriott has a reward scheme that allows you to gain points during stays and use them in the future, this will include things like room upgrade and complementary items. Reviews mentioned that this allowed the customer to feel like an individual as the upgrade was already given and he was welcomed to his stay with this news. The staff also remembered details of the customers and provided service to accommodate them the next day.  (H, 2020)  

[bookmark: _Toc161663896]Differences 
Even though the Delta Marriot and Morgans hotel are in the same area they both deliver their services differently. Morgans has the family feeling and the history behind the brand. While the Delta Marriot has a modern and friendly take on the Swansea area. What I have gathered from the reviews Marriot is a place to stay while spending time in the city doing different activities, while morgans is a location you would stay during majority of your visit and relax. 

[bookmark: _Toc161663897]Industry Trends
[bookmark: _Toc161663898]Mental Health 
Mental health has been at the forefront of people’s minds for a while and hotels have started considering meditation to make a stay more relaxed. World of Hyatt have teamed up with headspace who provide different forms of meditation for consumers. A complimentary guided meditations and sleep sounds are fully accessible for those staying with the hotel chain. This will let guest relax and get a better night sleep than they might have gotten before. (World of Hyatt, 2023) Within the Swansea provision mental health has been considered with the new architecture on the copr bay project, where the windows maximise hours of sunlight throughout the rooms. (Cooper, 2021) It has been found that lack of sunlight has been a leading course for seasonal depression, if the Swansea provision can change this throughout different venues this can help mental health throughout the city. (Lewis ,2006)




[bookmark: _Toc161663899]Technology 
The Future is technology, so it only makes sense for hotel brands to be involved. The Marriot has introduced mobile key cards, this lets customers have a quick check in and also not worry about having issues with physical cards. This makes the check in process a lot quicker, and it lets you know if your room is ready upon arrival. However, if people opt for the mobile key this will factor out the human contact of the check in process. When having contact with hotel staff this is normally when customers receive the wow factor. As staff can learn a lot about customers during this process. (Marriott, 2020) However, this will help better provision in Swansea as the service is personal and there will be less human error that could start the stay off wrong, such as misspelling of a last name for example. (Solomon, 2016)

[bookmark: _Toc161663900]Solo Travellers 
A recent trend found in the industry is solo travelling since the pandemic there has been a 15% increase every year. (Ltd, 2023) It is found that those who are going solo are more likely to be repeat bookers and also show interest in the niche tours rather than the touristy options that groups guide towards. (Ltd, 2023) half of intrepid travel customers from the uk have been found to be solo, this is because clients want to fulfil their travel goals regardless of other thoughts. (Ltd, 2023) Currently throughout the city Swansea has ghost tours, walking tours, costal tours and more. (TripAdvisor, 2024b) The Swansea area could benefit from this as there are a range of tours already given round the Gower and different areas of the city, this could encourage solo travellers to experience Swansea culture.


[bookmark: _Toc161663901]Conclusion 
In conclusion, the Swansea provision for the area is good. I believe this because the two venues I looked at both have different purposes in similar areas, so this means that customers have a variety of options to choose from depending on their purpose of the stay. However, something both venues have in common is customer service, they both go beyond the typical service that is provided and exceed customer expectations. They provide visitors with the feeling of hospitality and individuality rather than just being another customer in a business. 

Morgans hotel and also the delta Marriott have had a large impact on provision in Swansea. Morgans introduced the luxury stays to allow people to relax and enjoy the city. While the Marriott presents the modern aspects and easy access to city life. Having these two different venues has brought in different customers however they both showed the hospitality Swansea can give to visitors. 

[bookmark: _Toc161663902]Recommendations 
I would recommend Swansea provision introducing more attractions for guests, as this would lead to more people in and out of Swansea regardless of if there is an event on or not. There are currently many costal tours, however I feel like the city could market on the creative side as majority of the stalls found in the indoor market are small businesses that could benefit from attractions and even run them. (www.swanseaindoormarket.co.uk, 2024)
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