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Executive summary
	The final report reviews the hospitality strategies of the Sandpiper Guest House. Hospitality and the hospitality industry is one of the world’s leading industry and the fourth largest industry in the UK. It contributes over £115 billion to the UK economy per annum and accounts for 30% of new jobs. It involves showing guest respect and treating them equally no matter their background. The Sandpiper guest house is a 3.5 star accommodation along the Oystermouth road owned and operated by Charlie, whose typical guest demographics is the homeless people who are with the local housing options of Swansea. For research purposes, the use of questionnaires and informal interviews were used to accumulate qualitative and quantitative data which were then analysed for better understanding about the hospitality and guest service strategies delivered. Qualitative data was chosen in order to quality and honest options from the guest. From the finding, recommendations were made that the client should continue delivering quality hospitality and guest service.
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1. Introduction
	This is the final report for sandpiper guest house, which is local bed and breakfast situated on the Swansea seafront on Oystermouth RD. The guest house specializes in providing a shelter for persons on the Swansea Councils Housing Benefits list for accommodation; however still catering for the traditional bed and breakfast guest.
	The project is centred around guest satisfaction and hospitality, since the guests are the one to keep the business afloat. Zeithaml et al (2009), define satisfaction as the consumer’s response based on the product and or services received, or featured to an acceptable standard of fulfilment.
Hospitality contributes over £115 billion to the UK economy per annum. The hospitality industry generated 153,000 new jobs from 2012 present, accounting for 30% of all new jobs created in the UK. Now responsible for 2.68 million jobs, hospitality is Britain's fourth largest industry and one of the main industries in the world where both guests and hosts can have a relationship (Bandbassociation.org, 2019). Hospitality is about showing guest respect and treating them equally no matter their background.
	Today, the hospitality industry is providing more and more choices, since customers are getting more and more demanding thus businesses are being advised to be of high value or standards in order to meet the satisfaction of the consumer in order to be profitable.
	Through various research approaches, the consultant gathered information using primary and some secondary research to assist client in finding possible solutions for the improvement of the business.

1.1 Project aim and objectives
The aim of the project is to review the current hospitality delivery strategies to improve guest satisfaction by 5%.

Objectives; to audit the current facilities
· To seek guest feedback
· To make strategic recommendations for improvement

2. Research Methodology
			As previously discussed in the Project Initiation Document, primary data collection tools such as questionnaires, informal interviews and observation were used to gather information. Research was conducted over the Easter holiday from 18th April to 30th April. The research carried out mainly focused on qualitative data, looking at real experiences and quantitative to turn data gathered into statistics. The quality of the research was heavily focused on the aim of the project; which is reviewing the current hospitality strategies in order to improve guest satisfaction. 
	           


2.1 Sampling Method
		Opportunity Sampling method was used to collect primary data from the residents of the Sandpiper and along the Oystermouth road. This method uses persons from the targeted population available to carry out research. Since the project was directly linked to the B&B this was the best method as the consultant wants to find out directly from the customers about the hospitality and guest services provided. This method was the quickest and most effective way to gather data from the current and potential customers of the Sandpiper. 25 responses have been collected for the report through both questionnaires and informal interviews however the representative sample could be biased.

 2.2 Primary data collection was approach
Questionnaires- a simple questionnaire was designed with a mixture of open and closed ended question were used. The structure of the questions was based on the aim of the project for accurate data to be recorded; this structured aided in providing proper recommendations at the end of the project. The questionnaires were distributed to 30 guests of the Sandpipers, 25 of which were answered.
		     Informal Interview- with the permission of the client, the consultant obtained data through face to face interviews with two of the guests, one residential and an ordinary guest. This allowed participants to give a more detailed response and to also give different perspective on the operation of the B&B.
3. Issue log
Communication was one of the main issues that hindered the full potential of the project. despite the client being open and sharing information about the business, the client.
Throughout the scope of the project, the consultant experienced several issues:
· Missed opportunity to relay information with the client- upon going to the premises of the Sandpiper, the client will not be around. As well as on 19th April 2019, while waiting for the client on the premise, the client claimed to have been extremely busy and proceeded to talk to the consultant through a half open window for under four minutes instead of having a proper sit-down conversation.
· Organized meetings were not always held as sometimes the consultant was called into work/cover shift at the personal work place of the consultant. Some rearranged dates could not be met because of unplanned event either with the consultant or the client.
· Observation were not carried out because of timing and other engagements by the consultant such as work.






4. Findings
A total of 25 persons responded to the questionnaire that was presented to the guests of the Sandpiper Guest House. Observations and informal interviews were conducted along the Oystermouth Rd and along the promenade on the Swansea sea front.
After much analysis, it is quite clear that most participants are temporary resident at the guest house which only leaves a minimal window for the traditional bed and breakfast guest and also hinders potential guest from booking into the accommodation because of the demographics of the guest staying there.

4.1 Questionnaire results:
Question 2. Were you greeted warmly?
All respondents to this question replied ‘YES’. This clearly demonstrates that the owner has great communication skills and dealing with customers on a first time bases. The consultant can proudly say that the owner believes that making a good first impression will leave a lasting impression on the clients. Demonstrating this shows that the owner has great knowledge and understanding hospitality.

Question 3. On a scale of 1-5 how clean was your room?

From the responses, it shows that each guest was quite content with the cleanliness of the rooms. The 65% who said it was relatively clean sated that it was clean enough for them to stay but probably not clean enough to meet their standards while the remaining 32% were content. Moreover it is understood that the rooms and surroundings are kept clean despite the owner operating the business on his own.







Question 6. Was everything in working order in your room?
All respondents replied ‘YES’ to the question. It shows that the owner does his routine checks to makes sure that everything is in complete working order in  the rooms before handing keys over to his guests.

Question 5. What was the reason for your stay?

The responses to question 4, shows the purpose of stay that each guest allocate a room in the B&B. it can further be stayed that majority of the guest staying there did not have a choice in finding a room i.e. those guest that were allocated there from the local housing association.

Question 4. How long was your stay?

With regards to the duration of stay, it shows that out of the 25 respondents, 13 of the guests are currently stay at the accommodation. This is due to the fact that they were allocated there by the local council.

Question 8. What was the type of breakfast served?

Question 8 depicts the type of breakfast provided at the accommodation. Results show that 76% happy with having a hot breakfast which consists of tea, toast, cereal, butter or jam while the remain 24% ask the owner to prepare a proper breakfast for them which could be as a result of dietary needs or they just want the traditional English breakfast which clearly was provide.


Question 7. On a scale of 1- 5, what was the quality of the breakfast? 1 being poor, 5 Excellent

Question 7 shows the rating of the breakfast that the guest received these responses maybe because of the standards of the breakfast did not meet theirs. However, 13 of the guest considered the breakfast to be good while the remaining respondents gave a response based on the service they received of the quality of the breakfast.

Question 9. How efficient was the service on a scale of 1- 5? 1 being excellent, 5 being poor.
	

Question 10. Were you satisfied with the service(s) provided?	
With regards to the efficiency of the service(s) provided in question 9, clearly the client is doing something outstanding because of well received his service(s) are to his guests based on the replies which in turn, leads in question 10, stating that all the guest were happy with the services they received.


















Question 11. How likely would you stay again?
 
Guests have mixed feelings about staying continually staying at the Sandpiper guest house. This may stem from different experiences they received on their initial stay. However, 60% are likely to return which shows that the atmosphere and guest services they received was appreciated.




























Question 12. Would you recommend the Sandpiper?

Out of 25 respondents to from the entire questionnaire, on 15 person in total answered this question and can be seen that they have mixed feelings about recommending the guest house though it is unknown why the remain 10 persons did not answer, which leads into question 13, ‘any further comments. Only 6 out of the 15 respondents left a comment which were quite positive.



Question 14. What is your age?

From question 14, it is clear that the persons who stay at the Sandpiper are of a mature audience.

Question 15. What is your gender?

From the entire 25 respondents from the questionnaire, the consultant saw a good quantity of male and female participants, with 12 males and 13 females.



4.2 Informal Interviews:
Respondent X and Y
Question 1- How did you hear about the Sandpiper?
X“I heard about this B&B through the housing association, though I walked pass on many occasions, I never thought I would actually be staying here.”
Y”I use to stay here before as I do gardening so my co-worker and I normal book the Sandpiper back then also it was quite better than it is now” 

From X’s reply, it seems that not much is being done to advertise the business enough even though there is an online presents not everyone may have access to the internet while Y knew about it from previously staying while doing work in Swansea. 

Question 2- How would you describe the immediate atmosphere?
X “It is quite alright to be fair, I get up have breakfast and interact with Charlie if he is free and bout and everyone seems to be ok no altercations or arguments that I know of”
Y ”The atmosphere changed it uses to be regular guest and maybe few students but now it’s mostly evicted persons, I am not against them but it just feels different”

This shows that the guest keeps the peace amongst them despite their backgrounds and circumstances. Also it is quite evident that Charlie has a friendly relation with some of his guests and tries to interact which them whenever he has the time.

Question 3- What do you think of the offering based on the money you pay?
X“I don’t pay Charlie directly, it is done through the housing people, so I am not sure what is what”
Y “I think the services offered match what is offered cheap and comfortable you can’t go wrong there”

Question 4- Is there anything that can be improved?
X “For me personally I would say breakfast because it’s nothing to brag about, what is warm toast or cereal”
Y “The breakfast and also more tea and sugar sachets in the room”

This response shows that the guest may be a bit unhappy with what is being offered for example breakfast after all it is a bed and breakfast and breakfast is the most important meal of the day while respondent Y would rather see a change in the persons staying there.

Question 5- How do you feel about the demographic of the persons staying here?
X “I like that Charlie is taking in person for temporary housing from the housing options, it doesn’t bother me mush”
Y “I have nothing against the people but I feel it ruins the image”

From both interviewee, it is clear that they have no malice for the person staying there however, respondent though Y thinks it ruins the image.



5. Analysis and Discussion
Hospitality
(Questions 2, 7, 8)
	These three questions relates to the hospitality the guests received. It is quite clear the Charlie demonstrates excellent hostility towards his guest despite their background and circumstances. According Knowles (1998), hospitality involves showing respect and equality towards guests, it is about making guest feeling welcomed and appreciated. Charlie demonstrated this both physically and over the phone. With regards to question 7 and 8, it can be noted that Charlie went the extra mile for his guest with reference to their breakfasts though the client is the soul operator of the B&B. The client may have done this to meet guest’s dietary needs or the fact that the guest requested a certain type of meal. This demonstrates how important it is to adapt a positive attitude when dealing with customers. Within hospitality, the customer is always the main focus, to elaborate, a satisfied customer will always relate to others about their experience though this can also be said for an unsatisfied customer(s). When customers pay for a room, it is more than just that. They are paying for an experience, atmosphere and services thus providing such experiences will help the business grow and gain loyal customers. The client can also look at the perspective on the customers which also impacts the overall hospitality because he gets to know them on a personal level since modern hospitality is not just about defining and delivering it but it is the art of understanding customers wants and need and exceeding them (Glion, 2017).

5.1 Customer / Guest Services
(Questions 3, 6, 9, 10)
	Guest services refers to the courtesy or set of policies provided to a given guest, it encompasses all activities from greeting customers to handling complaints or delivering efficient services with the emphasis to make the guests stay memorable and enjoyable (Ford et al, 2012). It is important to provide excellent customer services because it keeps the customer coming back. With regards to question 3 and 6, which relates to the cleanliness and the appliances within the rooms, demonstrating that the client truly takes pride in making sure that health and safety standards are met for the comfortability of his guest. Despite taking on many tasks and responsibilities, the client gets the job done, this shows in the responses from the questionnaire. In this effect, good customer service helps to separate the business from its competitors. From the questionnaire, question 6 for example, 24% of respondents stated that the efficiency of the service(s) received was excellent while 76% said it was good this implies that every aspect of the customer experience was conveyed properly because of how promptly Charlie dealt with and handled his customers despite not having a team or any form of help to operate the business on a daily basis.

5.2 Overall Guest Experience
(Question 4, 5, 11, 12, 13)
	Overall, it is noted that majority of the guests received great customer experience because of the fact the client has a hospitality and guest service degree so he is putting what he learnt into action. Which major reference to question 11 and 12 asking about being a repeat customer as well as recommending the Sandpiper. Respectively, 60% said they are likely to stay at the Sandpiper again while 20% said they were uncertain. Though reasons maybe unclear, there is no deny that Charlie did what he could to represent his business and ensured that guest satisfactions are met. However on the negative side, a lesser majority of the guest were not happy because of the new direction in which the business is operating as it is now an accommodation for persons from housing option, which respondents claims it is hurting the image of the business.
5.3 Online Reviews
Based on the Sandpipers’ online reviews, there are mixed reviews about the offering and the new demographic in which the guest house is targeting. However, without any doubt, Charlie demonstrates great hospitality and guest services to the best of his ability and customers appreciate the location.
This medium was probably chosen because some guest may not have the courage to address the matter to the owner because they may feel a sense of guilt.
(See appendix 2 for trip advisor reviews)



6 Conclusion
It can be concluded that with regards to the delivery of hospitality at the Sandpiper Guest House, the guests are indeed happy with the delivery. However, there is great need for improvements with a few services provided such as breakfast as guest feel its not value for their money, but it can also be viewed differently that if guest want luxury dining that a hotel maybe their best bet overall, the experience they received was averagely satisfactory. Moreover, excellent hospitality helps the business to grow and separates the business from its competitors.


7. Recommendations
· Look at expanding the budget in order to facilitate better breakfasts as well as looking into dietary needs of sum guest.
· Since acquiring another property, look at getting the adequate staff to aid in improving business and hospitality standards.
· Try and separate the housing associate guest from the traditional bed and breakfast guest now that the client has new property.
· Initiate guest feedback forms in rooms to monitor how well services are.
· Maybe upscale the standard of the hotel to differentiate from the competition, utilising the location and hospitality offers.




APPENDIX 1

My name is Raffique George, a student at the University of Wales Trinity Saint David undergoing a consultancy project on the hospitality and guest services provided by the Sandpiper Guest House. All responses will be kept anonymous and confidential. Thank you for your corporation.

1. Have you stayed in a Bed and Breakfast before?
YES (16/ 64%)				NO (9/36%)

2. Were you greeted warmly?
YES (25/ 100%)				NO ( )

3. On a scale of 1-5 how clean was your room? 1being very dirty, 5 being very clean.
	1
	2
	3 (17/ 68%)
	4 (8/ 32%)
	5



4. How long was your stay?
CURRENTLY STAYING (13/ 52%)		WEEKEND (6/ 24%)	1 WEEK (6/ 24%)
OTHER………………………………………………………………………………………………………………………..

5. What was the reason for your stay?
WORK (4/ 16%)			EASTER HOLIDAY (6/ 24%)	VISIT (2/ 8%)
TEMPOPRARY ACCOMADATION FROM HOUSING ASSOCATION (13/ 52%)

6. Was everything in working order in your room?
YES (25/ 100%)				NO ( )

If NO what was not working?..........................................................................................

7. On a scale of 1- 5, what was the quality of the breakfast? 1 being poor, 5 Excellent.
	1
	2 (6/ 24%)
	3 (6/ 24%)
	4 (13/ 52)
	5



8. What type of breakfast was served?
CONTINENTAL ( )		HOT (19/ 76%)
OTHER (6/24%)…………………………………………………………………………………………………………

9. How efficient was the service on a scale of 1- 5? 1 being excellent, 5 being poor.
	1 (6/ 24%)
	2 (19/ 76)
	3
	4
	5



10. Were you satisfied with the service(s) provided?
YES (25/ 100%)				NO ( )

11. How likely would you stay again?
VERY LIKELY ( )			LIKELY (15/ 60%)			UNLIKELY ( )
DEFINITELY NOT (5/ 20%)		UNCERTAIN (5/ 20%)


12. Would you recommend the sandpiper?
YES (7/ 28%)				NO (5/ 20%)

13. Any further comments?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………..

14. What is your age?
17- 25 ( )		26-30 ( )	32-41 (17/ 68%)		41+ (8/ 32%)

15. What is your gender?
MALE (12/ 48%)		FEMALE (13/ 52%)		OTHER ( )
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On a scale of 1-5 how clean was your room? 1being very dirty, 5 being very clean	
1 very dirty	2 dirty	3 relatively clean	4 clean	5 very clean	17	8	


what was the reason for your stay?	
temporary accommadation from housing association	work	easter holiday	vist	13	4	6	2	


how long was your stay?	
currently staying	weekend	1 week	other	13	6	6	0	




what was the type of breakfast served?	
continental	hot	other	19	6	


On a scale of 1- 5, what was the quality of the breakfast? 1 being poor, 5 Excellent	
poor	below average	average	good	excellent	0	6	6	13	




How efficient was the service on a scale of 1- 5? 1 being excellent, 5 being poor	excellent	good	average	below average	poor	6	19	0	0	0	




how likely would you stay again?	
very likely	likely	unlikely	definitely not	uncertain	15	5	5	


would you recommend the Sandpiper?	yes	no	no reply	7	5	13	




any futher comments	
great location	host very welcoming 	cheap and comfortable	no reply	2	2	2	9	


what is your age	
[PERCENTAGE]

[PERCENTAGE]

17-25	26-30	32-40	41+	17	8	


what is your gender	male	female	other	12	13	
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