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Introduction

In this report I will be assessing the standards of service, service culture, guest services strategies, hospitality provision, and industry trends in the context of the changing nature of consumer demands within the hotel industry in Swansea and the tourism industry in Swansea. I will be assessing two of the main hotels in Swansea which are Morgans and Delta Marriott, these two hotels are very well know in Swansea as they are two of the best hotels in Swansea. In this report I will compare these two hotels in Swansea to the Celtic Manor hotel which is located in Newport which is not far from Cardiff.  Morgans opened it’s doors in 2002, the hotel is very unique as the building has been around since 1902 and survived the bombings of Swansea during the war (www.visitwales.com, 2024). The Delta Marriott is a much newer building as it was built in 1989 then it was refurbished in 2007 which means it’s much more modern than Morgans however both hotels have got history and they are both 4 star hotels. Celtic Manor first opened in 1982 with 17 room but has since expanded to a bigger resort with 332 room across three buildings, the Celtic Manor is a five-star hotel and it has 15 suites and two presidential suites (Newport City Council, 2024). The tourism industry is one of the biggest industry’s in the world and it always growing and improving, people will always want to go on holiday as it helps them relax and get away from their normal life (Solomon, 2016).
 
Hospitality provision

The main aim of the hospitality provision is to make a profit from the services they provide but they also provide accommodation, for example: hotels, motels and holiday parks (Journal of Tourism & Hospitality, 2022). A good example of a company in the hospitality provision is Disney, at Disney they have a quality service compass which helps them always give their best to the customers and provide an unforgettable experience. The four points of the compass are guestology, quality standards, delivery systems and integration (Kinni, 2016). Disney is arguably the best company at producing good customer service and lots of different companies have tried to do what they do but haven’t succeeded. After reading reviews about the hospitality provision in Swansea it’s clear that some of the hotels don’t have a good reputation when it comes to guest service. To improve for the future the hotels in Swansea could improve on their customer service, if they do this people will be attracted back to the hotels they stayed in before and they will start to get a better reputation about their guest service (KAYAK, 2023).   

Industry trends and changes of service culture 

Over the last few year the tourism industry has seen a change in trends and this impacts customer service, in the last 5 years more companies are switching to digital key cards which you can have on your phones. The main reasons for this change are it’s easier for the guests as they don’t have to wait in line at reception for a key instead they can check-in online and go straight to their rooms. It is also more environmentally friendly as the key cards are made of plastic and by cutting down on these it reduces the amount of plastic waste from the hotels. Finally having the key on your phone is safer as you are less likely to lose a phone compared to a key card, since a lot of people are on their phones constantly it makes the guest feel more comfortable and they don’t have to remember to bring the key when they leave their rooms to go out for the day (beheerder, 2021). 

After the Covid-19 pandemic lots of people realised that they missed travelling and going on holiday and the tourism industry started to grow again and staycations became very popular as well as short city breaks. Recently Swansea is becoming a more popular destination for people wanting a quick getaway, in 2022 4.2 million tourists visited Swansea for a day or longer (Youle, 2024). According to a survey conducted by the Swansea Council around half of the tourist visiting Swansea are from Wales but South of England including London is another region where the tourist came from. On average 60% of tourist were staying for more than one night, this is a good amount of people however in the future the council are hoping that this number will be higher as they are investing a lot of money into the city (Swansea Council, 2023).  

Another big change that we are starting to see in the tourism industry is the introduction of robots. In some hotels like the Sheraton in Los Angeles there are robots that can take your luggage up to your room as well as show you around the hotel. The robots in this hotel are very helpful as it saves people carrying their luggage up to their room however it does mean the hotel doesn’t need to hire a porter and there are less jobs available for people, this also means that the hotel is saving labour costs which is positive for them (Sheraton , 2017). 

Performance recommendations for the future

On TripAdvisor Morgans has an overall rating of 4 out of 5 which is the minimum you would expect from a four star hotel. The hotel scored 4.5 out of 5 on three of the categories which are location, cleanliness and service, however is scored 4 out of 5 on value which brings the average rating down slightly. On TripAdvisor there are 1,247 reviews about Morgans and the majority of them are excellent whilst there aren’t many terrible or poor reviews, 637 people gave Morgans an excellent review based on it’s location and how professional the staff were. But on the other hand, 69 people gave a terrible review most of these reviews are about the hotel being over-priced and not the best customer service however Morgans usually contact the people with bad reviews to apologies and try to fix the issues. Overall the reviews about Morgans a mostly positive and people want to return to the hotel in the future as people like the authenticity of the hotel and how each of the rooms have got character (Tripadvisor, 2024).

The Delta Marriott also scores 4 out of 5 on reviews from TripAdvisor and it also a 4 star hotel like Morgans. However the Delta has scored less in some of the categories such as value as it got a rating of 3.5 out of 5 in this category, it also scored less in service as it scored 4 out of 5 in this category compared to Morgans who scored 4.5 out of 5. But on the other hand it scored the same as Morgans in location and cleanliness with 4.5 out of 5, these ratings show that both of these hotels demand high quality from their staff and they want to guarantee a good stay for all of their guests (Tripadvisor, 2024). Most of the online reviews are positive about this hotel, most of the good reviews were about the location and the rooms also most of the reviews say that the staff were helpful and polite. Some of the bad reviews were about the rooms and about stuff that was broken and took a while to get fixed, another topic in the bad reviews is the value of money as people said the breakfast wasn’t great for the money they paid and the rooms were overpriced for their stay. Unlike Morgans the Delta Marriott didn’t respond to the bad reviews, if they did respond they might be able to explain to the guests what went wrong and try to convince them to come back again (Booking.com, 2024).   

Even though the Celtic Manor is a five star hotel (Celtic Manor Resort, 2023), it only has a rating of 3.5 out of 5 on TripAdvisor, if you compare this to Morgans and the Delta Marriott which are 4 star it scores less. The Celtic Manor scored four out of 5 in two categories which are location and cleanliness, however it scored 3.5 out of 5 in service and value. The location of the Celtic Manor is better for travellers from abroad as it is close to two airports, whereas Swansea is not very close to any airport. Most of the reviews about the Celtic Manor were positive, however there were some negative ones as well. The negative reviews tend to follow on the same complaint which is the price as the guests felt like they were being overcharged on most things such as parking (Tripadvisor, 2024).  

Conclusion

After doing research into the hospitality provision in Swansea and especially Morgans and Delta Marriott it is clear that both of these hotels are rated highly as four star hotels. However in comparison the Celtic Manor which is a five star hotel has a worse rating than the two hotels in Swansea, this shows that Morgans and Delta are better value for money than the Celtic Manor and they also have a better reputation for customer service. But on the other hand the Celtic Manor is better known around the UK as it is a five star hotel and has got a lot of extra facilities like a swimming pool, spa, golf course and gym (Pontin, 2010). In my opinion if Morgans and Delta want to improve in the future and become five star hotels they need to have more facilities on site and they could open their restaurants for more hours during the day. 

Recommendations 

The main recommendations for Morgans and Delta is to have more facilities onsite, at the moment the restaurant in Morgans only has a few tables and isn’t open for very long during the day. If they opened their restaurant more and had a few more tables they would make more money from the restaurant and the guests in the hotel would be more satisfied. In the Delta they do have a bigger restaurant but during breakfast it gets very busy and sometimes people have to wait for a table to become available, if they created a schedule where you had to book a certain time there would be less waiting time and people could have more time to enjoy their breakfast.  Another recommendation for Delta is they should consider bringing back the swimming pool as that attracts families with younger children as it gives them something to do (www.marriott.com, 2024). 
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