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Manor Mumbles In the hospitality sector, a five-star hotel is the epitome of luxury and service.  The hotel offers Free Wi-Fi, a health and wellbeing spa and gym facilities, onsite restaurant with Welsh culture food, as well as a fine dining experiences as well as an app for guests to make bookings and check in and find what is to offer around the location of the hotel, spa treatments. The vibe and feel for Mumbles Manor as a hotel we have gone for classy and elegant and a similarly feel as if the guests were staying at the Hilton Hotel location. As the Hilton hotel gives Hilton is well known for its emphasis on innovation and the visitor experience. Hilton has established itself as a pioneer in digital hospitality via to technological innovations including digital key access, smartphone check-in, and personalised booking through the Hilton Honours reward program (Law, Leung & Buhalis, 2015). Through training initiatives and brand standards created to guarantee uniformity throughout its international network, the corporation places a strong emphasis on service quality.
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The hotel is in a well-loved area of Swansea in Mumbles, which marks the beginning to the Gower coastline (Visit Swansea Bay, 2025). The area draws both local and foreign tourists all year round because of its breathtaking beaches, shoreline, and picturesque walking trails. Mumbles is conveniently located for those who wish to utilize public transport while visiting the hotel. Train companies such as Transport for Wales offer connections from major cities including London, Manchester, Birmingham and many more to Swansea. Concierge will meet and collect visitors upon their arrival at Swansea (Tfw.wales, 2025). Mumbles offer tourists' restaurants, retail and interpreted shops, costal paths and much more to explore (Davies, 2024).  
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 From looking at Similar Web studies show from the Visit Wales website that links to Mumbles as a location gives our hotel Mumbles Manor hotel that the demographics show ages 25-34 with the highest percentage that our clientele for our hotel is the ages who come and stay. As a hotel our clientele for guests show as girls' group who have come away from a chilled weekend, as well as couples aged between 45-54 who may be in second marriages who have come to Mumbles Manor for their second honeymoon.
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At Mumbles Manor we thrive on clarity and our employees know and understand the needs that as a hotel we expect you to deliver to a 5-star hotel that Mumbles Manor is. Employees need clear, polite, timely, multilingual, professional, consistent, non-verbal, and technology-supported communication (Robbins & Judge, 2019; Guffey & Loewy, 2014). At the Hilton  hotel we aim to follow and stick to the same way as a hotel they follow for clear communication that there employes use which is providing helpful information about the hotel and the surrounding area of the location of the hotel, quickly fixing and accommodating to guest requests and mainly being poliet, friendly and making the guest experiences enjoyable (Boley, 2020). As well as training manual guides which will be used and needed to be completed before your first shift working at Mumbles Manor.
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With support from Training Modules Teamwork in a 5-star hotel ensures smooth operations, guest satisfaction, and high service standards through collaboration, communication, and mutual support (Robbins & Judge, 2019; Gannon et al., 2020). Also running a team smoothly there are 5 essential key elements which are clear communication, Defined Roles and Responsibilities, Mutual Respect and Trust, Strong Leadership, Ongoing Training and Development. 
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Role play : Service Excellence at The Mumbles Manor

e Zara — Front Desk Agent
o Jaz — Guest (Birthday celebrant)
e Mia — Guest (Jaz’s best friend)

Zara :
Good afternoon, and welcome to The Mumbles Manor! My name is Zara
—how can I assist you today?

Mia:
Hi Zara! We have a booking under Jasmine Robinson. We’re here for her birthday weekend!

Zara:

Wishing you the happiest of birthdays

Jasmine! We're thrilled to have you celebrating with us. Let me just pull up your booking....
Yes, I see you have booked two nights in a deluxe sea-view room.

Mia:
Yes, that’s the one! We have been looking forward to this for weeks.

Zara:

And we’ve been looking forward to hosting you. As it is your

birthday, we’ve upgraded you to one of our signature suites with a private balcony
— compliments of The Mumbles Manor.

Jaz:
No way! That’s amazing, thank you so much!
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Zara:

Our pleasure. We’ve also arranged a little something extra

—you’ll find a complimentary bottle of sparkling wine and some locally made chocolates wai
ting in your room.

Mia:
You’re spoiling us, thank you so much, we have never had this done for us before.

Zara:
It’s what we do best. I’ve just double checked your booking details and all looks

good. May I just see some ID for verification please?
*hand over both ID’s

Zara:
Now that’s all set for you. Here are your key cards, and here’s a map of the property
— your suite is on the top floor, just past the lounge. Breakfast is served from 7 to

10 a.m., and we’ve reserved a dinner table for you tonight at 7:30 in our coastal-
view restaurant.

Jaz
That’s perfect, we were going to ask about dinner, so thank you!

Zara:
Of course. And if you have time tomorrow, I highly recommend our spa — we’re offering
20% off for birthday guests this month. I"d be happy to book you in.

Mia:
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Teamwork

5 KEY ELEMENTS FOR TEAMWORK:

. Clear communication
. Defined Roles and Responsibilities
. Mutual Respect and Trust,

. Strong Leadership

. Ongoing Training and Devlopment

(Robbins & Judge, 2019;
Gannon et al., 2020)
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10 a.m., and we’ve reserved a dinner table for you tonight at 7:30 in our coastal-
view restaurant.

Jaz
That’s perfect, we were going to ask about dinner, so thank you!

Zara:
Of course. And if you have time tomorrow, I highly recommend our spa — we’re offering
20% off for birthday guests this month. I"d be happy to book you in.

Mia:
We are definitely doing that. You’re making this trip unforgettable already.

Zara:

That’s exactly what we aim for. If there’s anything else you need, dial
“1” from your room and we’ll be right here. Enjoy your stay

— and once again, happy birthday, Jasmine!

Jaz:
Thank you so much, Zara. This has already made my day!

!

The end.
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