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[bookmark: _Int_pDSGYwG9]This audit focuses on the Park Plaza hotel in Cardiff. Carefully considering the hospitality and guest service standards, looking at customer feedback, facilities available, the overall strengths and weaknesses of the hotel and finally some recommendations to ensure a successful future of the organisation. 
The website states that the hotel is renowned for creating ‘memorable moments through its inspiring service, stylish guest rooms and versatile meeting facilities’. In 2020 they were rewarded the AA Hotel of the year for Wales. This investigation will see if they have been able to upkeep to these excellent service standards.  (Park Plaza,2023)

CONTENTS- 
Research Methods 
To investigate the Park Plaza, I will look at what facilities the hotel offers. Compare this to other properties that claim to offer the same style and brand. I will investigate several different feedback and review platforms to see customer feedback, such as trip advisor and google reviews. 

DIFFERENCES BETWEEN UK AND AROUND THE WORLD
When we're considering reviews of organisations and businesses, we must also consider who is making these reviews. By looking at what target the company is specifically marketing too. 
It's also important to consider that different cultures around the world have different customer service considerations. There was research conducted by Strauss and Mang where they looked at the role of culture in the context of services. (Heath, C. 2020)  
In the United Kingdom it is said that we have cold customer service, and that although people from the UK are generally polite, they also like to be left alone. One of the best customer service places in the world is said to be Canada. Similarly in Japan, their service can be a reason people visit, as they are seen to serve wholeheartedly. (Heath, C. 2020) 
FINDINGS 
Trip advisor- Service and Management 
Research into customer feedback showed a lot of positive responses from customers who have stayed at the hotel. Over 1500 customers have rated the hotel ‘excellent’ with 260 ‘average’ reviews, and 90 terrible responses. 
The latest review on trip advisor stated that the service was not as expected, this user wrote that the front desk offered very little in terms of an apology when there was an issue with check in. ‘Yikes!’ is the title of a second review left last month and this customer said he would avoid the hotel as the management didn’t seem concerned about their problems. In-between the negative comments there are many reviews sating that the ‘staff were helpful’, ‘exceptional staff’. (Trip Advisor, 2023) 
Regarding customer service feedback, having negative feedback isn't always bad, as it gives managers the chance to resolve and issues, build rapport with customers and if it’s resolved efficiently, it may even give them a better experience. 
Google Reviews- 
Overall, on google, the Park Plaza has a very good rating of 4.4.
The main things I found from these reviews is that many people appreciated the wellness facilitates from the hotel, with the spa being written about repeatedly as being incredible, relaxing and a great experience. The wellness section of reviews was 71% positive. It was also mentioned on several occasions that the location of the hotel was great. 
This is fitting with the new travel trends where people are more health conscious and are looking for unique experiences. Also, I can clearly see the hotel take time on this review site to reply to all comments good or bad. 

RECCOMENDATIONS 
[bookmark: _Int_5KVhATHW]After investigating the business there are a few recommendations to consider to help maximise sales and increase customer satisfaction.
Firstly, something that should be reconsidered is the food choice at breakfast, there were a few reviews complaining about the current breakfast buffet options. The food and beverage team should look at what they're doing now and what they can do to change or alter the options slightly. 
A report titled ‘Thais do it better: The best hotel breakfasts’ shows several ways that hotels in Thailand provide an experience for their guests while they are having breakfast. Different ways of doing this would be offering different breakfast choices that aren’t the ‘typical buffet’ foods.  Also, some of the highest rated breakfast in this article had an open kitchen where guests could watch the chefs prepare the breakfast. So, as well as the food things such as restaurant and kitchen layout should be considered. 
Medium goal- There should be a dedicated staff member who should work on replying to trip advisor comments and reviews. Customers should want to leave the hotels wanting to review the hotel positively, so reviews should be encouraged. Having a high Trip Advisor ranking will be very beneficial to the hotel as it could help determine how many future guests the hotel may have. 
A negative review is going to grab the attention of potential customers, they will read this and then look for the hotel's response. If they see that the review has been ignored it can give them the impression that the hotel doesn’t care and they may then decide not to book, so business will be lost. Having one (or a small team) of dedicated staff member to reply to these reviews in a specific way would mean that the correct information is given back to the guests, and it shows that the staff at the hotel really do care. 
Wellness and health travel is a growing trend in the industry and working on this could result in more people visiting the hotel. Park Plaza does already have spa facilities with treatments however there are some other options that could be added to improve the wellness section. Some recommendations would be to offer yoga classes, have healthier options in the vending machines. Also speak with the food and beverage team about the options of providing fresh juices and upgrading the coffee.  
SUSTAINABLE TOURISM 
[bookmark: _Int_VkD6Bt5r]After extensive research there is no mention of sustainable tourism on the Park Plaza website. Good tourism is something that has become a lot more important to travellers that it used to be. It would be good if the hotel could find some ways to support local economies and the local community.  It would be useful to consider what changes could be implemented in the hotel. Things to look at could be how often laundry is made up, is there any refillable water stations to stop single use plastic, how much food waste does the hotel have? These are the things customers are now considering when booking things. 
Some hotels already do this well such as ‘1hotel Brooklyn Bridge’. They have built a tank beneath the hotel which collects rainwater which then helps irrigate Brooklyn Bridges Park during the summer. Also, most of the hotel's furniture was designed and build with local and reclaimed materials. They also have other sustainable properties that they are working on. 
Following these recommendations will benefit the hotel and help them continue to be successful and iron out any problems that are currently ongoing. During covid the tourism industry was hit and now people are wanting to travel more and get more experiences, so its important businesses are always working to improve their customer service, facilities and keep the standards up.  
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