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This audit consists of five key procedures including the initial inspection done first hand of the premises by the auditor, the observation both first hand by the auditor on the initial visit and the feedback and reviews of other observations, the confirmation of what works and what doesn’t work, the recalculation and the reperformance and analytical procedures. The hospitality audit aims to assess the overall performance and service quality of Celtic Manor Resort in Wales. This audit encompasses various aspects of the resort, including accommodation, dining, amenities, customer service, and overall guest experience. By conducting this audit, we can identify strengths, areas for improvement, and provide recommendations for enhancing the resort's hospitality offerings.

The foundations of the Celtic Manor resort were originally built in 1960 as Lydia Beynon Maternity Hospital (South Wales Argus 2018) which was acquired by self-made Billionaire Terry Mathews in 1980 along with two thousand acres of surrounding land. The Celtic manor first started its mass expansion in 1982 with big plans for the future “Even when we opened with 17 bedrooms, I always had plans to build something much bigger because of the potential of the location and the site” (Terry M 1982). Celtic manor is made up of four different hotels (Visit Wales 2023) which are the manor house hotel which is the focus point from the M4 road, the Coldra court hotel a few min minutes up the road, the Newbridge on usk inn located six miles from the main manor house and finally a series of detached hunting lodges located on the grounds of the manor resort and spa. The Celtic manor resort comes well equipped with two luxury spas, three health clubs and a large, heated swimming pool. The starting price for the main manor house begins at £78 per night with an average nightly spend being between £115-£125 per night (Celtic manor 2023). The Celtic manor hosts a variety of room options with the main resort hosting 332 standard rooms, 15 suites and 2 presidential suites as well ass 55 signature collection rooms. The manor house hosts 65 bedrooms and the idyllic Newbridge on USK consists of 6 boutique style bedrooms and even has 10 large bunting cabins on the estate (Visit Wales 2022). The Celtic Manor Resort has been voted the UK’s Best Hotel for six of the last seven years at the Meetings & Incentive Travel Awards and The Caernarfon Suite can hold almost 1,200 people theatre style or 900 guests for a gala dinner (Edge InSite’s 2023) which is just a prime example of the size and scale of this operation.
 
Accommodation
The Celtic manor boasts a wide range of quality rooms from basic experience to suites to private cabins, all these rooms are equipped with the highest range amenities flat screen TV, mini bar, air conditioning and complimentary robes and toiletries provided. The rooms themselves are spacious and all signature collection rooms come with a private balcony. Despite such well-equipped rooms reviews on TripAdvisor primary mention the hotels inability to maintain cleanliness on such a large property, with prime focus being on the signature collection which is built into the main Celtic manor hotel. Reviews such as “Needs a good scrub” (Lovleylass38 2023) and “Complete let-down” (Robert B 2023) all refer to the signature collection and the hotels inability to provide such a basic service such as standard cleaning. Many long-time customers feel the standards have slipped in this area and have become more vocal about it with majority of bad reviews from 2023 being about the standard of rooms with customers on returning visits saying, “standards have slipped sadly” (sara-jane l 2023).

Dining and food service
The Celtic manor resort is home to five high end restaurants (Celtic manor dining 2023) all boasting their own style giving great variety. The first restaurant is the olive tree garden and room, this restaurant offers an informal, yet vibrant and elegant dining experience aimed at the whole family, the perfect place to sit back and relax with a high-quality prefix menu. The second restaurant Rafters is based in Celtic Manors smallest hotels the Newbridge on USK, this modern Welsh influenced restaurant hosts stunning views of the twenty ten gold course and service rich Welsh beef and fresh fish and seafood over surrounded by an open fire and high wooden beams to give an overall enchanting dining experience.  The third restaurant on the list is the grill, perfect for a quick stop in between rounds of gold this high aesthetic cosy restaurant hosts views of the Roman Road golf course, providing honest and simple food from burgers, pasta, and steaks at a lower price point that most restaurants at the Celtic manor. The fourth restaurant is the most exclusive steak by six provides a high-end showcase of succulent steaks from all over the UK, this upscale restaurant has been awarded the coveted accolade of two AA rosettes, unlike all other restaurants on the property Steak by six does not offer children’s options and strictly has a no under 16 rule with the exception of a Sunday when it becomes no under 12’s. the final restaurant is relatively new to the Celtic resort collection PAD is high end Asian cuisine restaurant, located in the Manor house PAD serves meals packed with authentic pan-Asian flavours. Looking at the feedback from customers and visiting one of the restaurants myself the overall food quality is high end and tasteful, service was good standard, but consistency seems to be a big issue, looking at the reviews many people find the food to be overpriced and too small portions but the main issue is service seems to be staff with the average service rating at 3.5 (trip advisor 2023) and reviews such as “Beautiful settings, rude staff, catalogue of errors. Will never return!!” (Rhian C 2023) but overall food quality is not an issue.

Facilities and amenities 
Celtic manor is packed full of the highest amenities of any hotel in Wales with over sixty amenities listen alone (Celtic manor 2023) the facility’s themselves such as the health club have overall high feedback with the only issue on faciality’s being overcrowded “The changing room was crowded. Was disappointed that it wasn’t exclusively for hotel guests” (mrs_c_g 2023) facility’s such as the gym where clean and well maintained but the only recurring issue would seem to be them staff themselves “From the check in desk, to the driver who took us to the restaurant, the health club receptionists and the waitress at breakfast, the staff were below par” (hedi. 2023).

Guest experience and star rating 
Overall Celtic manor is labelled as a five-star hotel but looking at the consumers evaluation it is only a 3.5 on trip advisor and a 4-star awarded by (google 2023). Looking through the feedback of guest the biggest issue is the customer service provided by staff. Comparing the Celtic manor to a US golf resort with matching amenities the Arizona Grand Resort and spa (AGR 2023) it is clear how vital improvement on customer service can be. Comparing a USA based hospitality operation in which customer service is engraved into their culture is a great way to find a middle ground to improve customer service.  


	TITLE
	Independent auditors report

	ADDRESSEE
	Sir Terry Matthews OC (owner of the Celtic Manor)

	THE RESPONSIBILITY OF THE AUDITOR 
	To give a clear and impartial evaluation of all the aspects of Celtic manor resort and to present all findings and proof within this report

	THE SCOPE OF THE AUDIT 
	The scope of the audit will include various aspects of the organization’s hospitality including accommodation, food and beverage operations, guest service, housekeeping and cleaning, pricing and cost, facilities and amenities and overall improvements

	Opinion of auditor 
	In my opinion the overall facilities and amenities are of a high quality along with the food standards Celtic manor hosts a wide variety of dining options and it amenities make it one of the most upscale hotels in Wales. The biggest downside or issue is staff being untrained or dis interested in their roles which in turn affects customer journey and experience.

	Basis of opinion
	My basis of this opinion is both first hand one night stay at the property and the overwhelming trip advisor reviews in which the primary complaint was customer service.

	Signature of auditor 
	Jake Pearson

	Date of report 
	16.05.23

	Place of signature
	Newport, Wales



Conclusion
In conclusion the Celtic manor is a high-class venue packed full of the best and boldest amenities, with some of the most captivating restaurants matched by high quality flavoursome foods, with the potential to worthy of the five stars it’s been awarded. The biggest issue at the Celtic manor is staff customer service which is vital in the hospitality industry, inside restaurants, reception, cleaning, and health clubs I recommend a full overview of staff in which all teams including management should be retrained and any staff who can meet the Celtic manor standard be replaced. The first month will be the hardest following (Tuckman 1965) it will take time for the norming, storming, forming and preforming stages to be complete. Overall Celtic manor is a great venue, but customer service needs to be improved to charge their level of prices on offer. 
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