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Executive summary
The hospitality sector is one of the most competitive industries that causes significant amount of pressure on hotels like Morgans and Delta Marriot. Morgans and Delta attracts different demographics within their organisation, Morgans focuses on more of businesses consumers and people aged between 40-60, as its boutique hotel these demographics have the budget, Delta attracts wider range of demographics to the hotel. it important that both hotels pay attention, create that ‘wow factor experience’ and deliver high standard of customer service like Disney. Delta and Morgans, has their own values and morals like any other hotels, where staff treated with respect and delivering good service towards all guests. Furthermore, both hotels are keeping up with industry trends such as implementing technology and committed to becoming more sustainable by implementing sustainability practices. Recommendations for hospitality provision, is to introduce and invest more hotels in Swansea, that would bring significant benefits to the area, boost tourism and bring in revenue as well as for Morgans and Delta to implement more technology within their premises.in regards to future sustainability recommendations for Morgans and Delta include using more renewable sources like solar panels, need to focus on receiving more sustainable awards etc.
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Introduction
The purpose of this report will aim to highlight the importance of hospitality provision and services in hotel sector in Swansea by comparing and contrasting of the provision of Swansea hotels to other case studies.  It will explore key factors that contribute to positive guest experiences, influencing customer satisfaction, focus on trends, service culture, and performance. Furthermore, the report will also provide recommendations on future sustainability.

Swansea is a popular destination for both leisure and business visitors, there is boast of attractions and facilities and facilitates a variety of hotels and accommodations that people can choose, the two popular hotels that are in Swansea are the Morgan’s hotel and Delta Marriot which is part of chain and known for being the world’s biggest hospitality organisation (Delta Marriot 2024). 


Guest typology and needs and wants
Guest typology refers to the classification of different individuals based on their characteristics that helps hotels tailor services and experiences to best fit their needs. Hollander (2023)

The Morgans, hotel attracts the demographic of people aged 40-60 and business travellers this suggests that these sorts of demographics have the budget compared to Delta, which attracts wider guest typology that includes families, leisure, and business travellers, as Delta Marriot offer family deals. 

Both hotels completely contrast with each other due to the style and what sort of hotels, example of this Morgans is a boutique and has that ‘luxury feel’ whereas Delta is a modern that has no specific theme, not really unique.  Both hotels are classified as 4-star hotels, where guests will expect the adequate facilities and additional such as, bar lounge areas, room service.

Comparing to, Moxy hotels is known to be stylish and playful that attracts younger demographic (Moxy hotels 2024). Different guests will want and need different things that will cater to their diverse needs. For example, business consumers will want high-speed WIFI and place to work. Forbes (2023) states that Gen Z wants personalised services and spaces that foster social interactions, which Moxy hotels offers.







Hospitality provision within Swansea hotels and the standard of the service provided
A service standard helps to define what a customer can expect and how it should be delivered by the service provider.  Service is not always deciding factor of the hotel you book, it all about the hospitality that goes into it.  Barten (2024) refers to Hospitality as being friendly and generous reception, entertainment towards guests, offering the feel home away from home.

Solomon (2019) express that the Hospitality industry transforms essentials like room, a bed, a meal into an experience that is warm, comforting, and magical. This suggests that the hospitality industry is not all about providing the basic necessities, it about enhancing these fundamental services to create an experience that resonates guests. 

According to Tourism (2023) The hotel room occupancy rates in 2023 surged by 80%, surpassing figures from previous years. Swansea.Gov (2023) states that there is high demand that for three new hotels could be needed by 2026, signifying and growing appeal for guests to stay at. This could potentially be considered as threat to Delta and Morgans hotels to stay competitive and maintain their quality standard that aligns with their service culture for making guests stay extraordinary even though they have different service offerings. Morgans and Delta aim to leave a lasting impression that aims to create a ‘wow factor by analysing the guest perspective and understanding the needs and wants to exceed guest expectations, as research can be seen Morgan’s greet their guests with warm smiles.

Ford and Sturman (2018) says that the wow factor takes tangible products, the things we can touch and see provide an intangible feeling or experience, to provide excellent guest experience. An example for this, Disney hotels offer their guests a unforgettable stay, that successfully exceed guests’ expectations such as offering themed rooms, amenities that offered, character dining experiences, in-room celebrations. Disney world (2024).  This indicates that Disney hotels go that extra mile towards their guests, Disney thrives to provide exceptional service, this links to Disney quality service compass which is benchmark that organisations recognize the effectiveness of the approach, example of this Ritz-Carlton has studied Disney compass to improve its own guest experiences. Thompson (2020)

Wang (2021) states that the service and the quality of hospitality provision can have significant impact on customer experience and satisfaction.  ReviewPro (2020) says that when a guest is delighted with their stay, may become a promotor, not only they will come back but they will recommend the hotel to others, and leave positive review. Sharma (2020) says Customer satisfaction should be given utmost consideration because it is it more expensive to draw in new customers that retaining the existing ones.

For example, to measure standard of service and customer satisfaction is online reviews.  Zhang, JJ and Verma (2017) says the importance of guest reviews provides insight of the quality of service and hotels like Morgans and Delta and can reflect on areas on what they can improve on.

Appendix one, is review that can be seen that the Delta Marriot is meeting the standards of service.

Guest wants, and need for customer service, relating to the ‘Moment of Truth’ where the guest form impression about the hospitality organisation instantly soon as they arrive. Hayes, Ninemeier and Miller (2020).  it vital that Morgan’s and Delta staff provides good customer service, to ensure guest loyalty and guest satisfaction.  According to Miao, Humphrey, and Qian (2021) Emotional intelligence helps hospitality workers provide outstanding service, Disney institute (2020) says Disney try to create happiness for all people of all ages. Linking back, example of this attention to detail, such as offering a wow moment on a birthday or anniversary, leave a card, or champagne in a room that Morgan’s and Delta pride themselves on. 

Furthermore, AA assess the standard and quality of service from 1-5stars of UK hotels like Delta Marriot and will assess six key areas.  AA (2024) However, comparing AA grading system it differs from other grading systems such TripAdvisor. 

Service culture 
Service culture of relates to the values, beliefs, and morals. example, Four Seasons hotels and resorts has a well-defined service culture where they have clear objectives to offer exceptional quality experiences, linking back to service standards, they value their employees with respect, communication, and training for various departments. Four seasons hotel (2024). Delta and Morgans have their own values and morals, but also treat their staff well by rewarding employee of the month, discounts and treat their employees like family. Price (2024) appendix two shows, Disney service culture indicating that emphasizes values, it strives to create an inclusive environment for employees and guests and prioritizes guest experiences.












Industry trends:
Das (2023) says that 21st century, is in the digital era that is rapidly reshaping the hospitality sector. It important that hotels like Marriot and Morgans implement technology to able to keep up, enhance guest experience and stay competitive. An example, Street (2022) highlights Disney hotels is very high-tech that features digital check in/out via app, mobile room keys, and recent innovation using Alexa hospitality service, creating that personalised experience for guests.

 Morgans and Delta Swansea has implemented technology, for instance both hotels have contactless payments, although in comparison to Morgans, Delta has an app, where guests can download to order room service, which gives them a competitive advantage than Morgans, however both hotels does not implement mobile key cards for safety. It seems that both hotels are more focused on delivering a service that more focused traditionally and customer base rather than digital seamless experience like Disney.  Andrew Price (2024) suggested that Delta, could introduce mobile keys incoming years just like other Marriot hotels.

Furthermore, Gardetti and Torres (2017) emphasizes that since awareness for environmental issues are growing, hospitality organisations are now becoming more sustainable, that not only benefiting hotel operations but embedding sustainability builds customer loyalty and gain competitive advantage. Which is one rising industry trend relating to Morgans and Delta, they are both committed to more sustainable by re-using towel policy, reducing water consumption, reducing food waste, not using plastic instead using refillable toiletries. However, there is lot more that both hotels can do to become more sustainable, for example ‘Accor hotels’ has the aim to become Net Zero carbon emissions by 2025, showing commitment. (Accor 2024) and has won many sustainability awards.

One other rising industry trend is ‘desired of personalised experiences’ example of this is the Edition hotels that offers personal, intimate, and unique experience. EDITION Hotels (2024) As, Morgans hotel is known to make guest experiences personalised by knowing their names and preferences Morgans incorporates an historical features and architecture it signals authencity to the organisation making it intrinsic. 











Performance and being competitive. 
Xia. et .al (2020) proposes that hospitality industry has induced an intense level competition amongst hotels, given that accommodation is central in shaping guest experiences, Morgans and Delta operate their hotels differently, both hotels have their own ways that make them competitive against each other example of this Morgans was awarded as ‘TripAdvisor Travellers Choice. (Morgans hotel 2024) this suggests that this make Morgans a threat to Delta, as Delta in Swansea has not yet received an award like this. 

 Morgans heavily focused on the diverse events that they can accommodate guests within the premises, due to Covid Delta is not as much, but still offer function rooms for meetings and conferences.

Further example, Delta has a competite advantage by offer loyalty program ‘Bonvoy’ that guests can earn rewards, building that loyalty. (Marriot 2024).  Hotels like Morgans and Delta, will track their performance by average length of stay, revenue per room. Blanes (2024)

Recommendations:
	For Hotel provision and practices 

One recommendation is that there is not enough hotels in Swansea, although linking back to what been mention there is demand for three new hotels in 2026, currently the highest rating hotels are 4-stars Like Morgans and Delta. The image of Swansea hotel industry, does not have no 5-star hotels but instead has lot of budgets friendly, e.g. Premier inn and guesthouses, comparing to other places like London which their image of the hotel industry contrasts where there is variety of hotels that suit all budgets and preferences. Swansea could potentially invest in a hotel that could be 5-star, as Swansea.Gov article (2023) says that Swansea currently is going through £1bn transformation and investment into new attractions and accommodations, indicating that there is room for improvement significantly. 

One other recommendation is for Morgans and Delta Swansea to implement more technology into their hotels like other hotels such as Moxy, Disney, as these hotels is focused more on customer base, but customers like business guests as research shown from (Fernando Moreno, 2023) digital technology reduces hassle enhance guest satisfaction for example, Morgans could develop an app or Delta can enhance their app to let guests check in/out digitally or using mobile key cards.

	Future sustainability

One recommendation that Hotels in Swansea like Delta and Morgans could use more renewable energy sources like using Solar Panels.

Hotels like Delta could focus on more using locally sourced food.

Morgans and Delta Marriot Swansea need to focus on receiving more sustainability awards, as it will show guests that these hotels are committed. 

One other recommendation is hotels like Morgans and Delta encourage local communities, to support sustainable tourism, partner with businesses and offer guests to participate in community-based activities.   Cvent (2024)



Conclusion
To conclude this report, comparing to case studies that been mentioned there is room for improvement significantly for both Morgans and Delta, although research been carried out that Morgans and Delta are doing well to maintain their service standards and delivering good customer service towards their guests.
























Appendix: 
Tourism insights (2023) says that the hospitality sector plays a pivotal role in the Travel and Tourism industry. UK Hospitality (2024) highlights that over 165,000 people employed in the Welsh hospitality sector and a significant to the Welsh economy, it important to ensure the industry continue to thrive. 
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Discover Our Core Expertise

Disney Institute Fundamentals Work Together as a System.

When it comes to the business behind the magic, Disney parks and resorts have always
thought about and approached things differently. You could say we "strategically focus”
on the details that other organizations may often undermanage—or ignore. Where
others let things happen, we're consistently intentional in our actions. This allows us to
maximize the opportunities to exceed Guest expectations. At Disney Institute, our core
expertise is grounded in this approach.

Effective Leadership Is Proact
Purpose.

e and Can Amplify a Common

Leadership

Lear how leaders can inspire excellence and elevate others to excel. Great leaders are able to
affect positive change—and sustain t. They align their personal values and vision with those of the
organization. The most meaningful way a leader can impress a shared vision upon others is to
passionately and clearly articulate these ideas, and personally shepherd them into practice.

Explore our current Leadership course options >

A Genuinely Cared for Workforce Will Promote a Culture of
Excellence.

Explore how focusing on your people can create a supportive environment that leads to a vibrant
culture. At Disney Institute, we know a culture of excellence is built upon 4 interconnected
processes: hiring, training, care and communication. Each part is crucial

Professional Development Courses

This unique and comprehensive professional development experience offers a small-group setting,
with opportunities for business professionals to connect one-to-one with seasoned Disney Institute
facilitators and hear directly from Disney leaders. Learn more

Services for Organizations

Learn the innovative principles that have made Disney parks and resorts a global leader in
customer experience to benefit your entire team or organization.
o Engage our Advisory Services team to create a custom solution for your team or organization.
© Add a touch of magic or inspiration for your group event, Disney Institute offers engaging
content for your private event, meeting or conference.
o Bring exclusive presentations to your community; discover what is availzble for select
Professional Associations, Chambers of Commerce, Social Clubs, and Colleges/Universities.

Show Less

Exceptional Service Is Achievable When Thoughtfully Architected.

Service Discover why delivering exceptional customer service is all about the details. Our success in service
stems from systems and processes that we control. Nothing is left to luck. It s the result of truly
understanding our customers' expectations and putting the right guidelines and service standards
in place 5o our Cast Members (employees) can focus on servicing our Guests.

Explore our current Quality Service course options >
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This review is the subjective opinion of a Iripadvisor member and not of Iripadvisor LLC. Tripadvisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.
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Kate L wrote a review Feb 2024 con
Rhyl, United Kingdom « 2 contributions
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Fantastic hotel

A beautiful hotel , very clean and amazing friendly staff.

I would highly recommend for a stay in Swansea as the hotel is closed to the city centre and is in

walking distance.

Staff couldn't do enough for myself and my daughter during our stay.

| can't fault anything our entire stay in the hotel was fantastic.

Thank you.

Read less a

Date of stay: February 2024
Trip type: Travelled with family

0000 \ae ®®0®® Location

Service

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.
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where serene landscapes, sparkling pools, and
sun-kissed adventures await.





