     KPI’s & Yield Management for the New Proposed Swansea Resort Hotel

SLIDE 1 – Introduction
Hi, my name is Susie-May & as part of our operations consultancy team, my role is to advise on how the new Swansea Resort Hotel can develop key performance indicators, also known as KPI’s, alongside yield management strategies to measure success and maximise revenue.
As this is a new resort hotel entering a competitive hospitality market, it is essential that performance is monitored from the first day of opening. Clear data driven targets will support strategic decision-making, improve operational efficiency and strengthen long term profitability. 
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SLIDE 2 – KPI's 
KPI’s or Key Performance Indicators are measurable indicators used to assess whether the hotel is achieving its operational and financial objectives. 
They are important because they allow management to monitor progress, identify weaknesses early and make informed improvements. Without KPI’s, decisions are based on assumptions rather than evidence.
Examples of hotel KPI’s include occupancy rate, revenue, guest satisfaction, repeat bookings and check-in times.
The key benefit of KPI’s is that they provide accurate performance data, allowing management to make strategic decisions based on evidence rather than guesswork.
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SLIDE 3 – Financial KPI’s 
For a luxury resort hotel like this one, financial KPI’s are important for measuring how successful and profitable the business is. 
The first is occupancy rate, which shows how full the hotel is and indicates customer demand. 
The second is ADR otherwise known as Average Daily Rate, which measures the average room price paid by guests. This is particularly important for a luxury hotel like this one as pricing should reflect premium quality and market positioning. 
The third is RevPAR, which means Revenue Per Available Room. This combines occupancy and room pricing, making it one of the most valuable hospitality performance indicators.
Finally, Profit Margin measures how much revenue remains after costs, helping assess long term sustainability. 
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SLIDE 4 – Customer KPI’s & Operational KPI’s
In hospitality & the hotel industry, financial success must be balanced with customer experience and operational efficiency. 
Key customer KPI’s include guest satisfaction scores, online review ratings, repeat bookings or complaint resolution times.
For a luxury hotel, service quality is especially important, therefore guest expectations must consistently be maintained & exceeded.
On the other hand, we have operational KPI’s which include check in times, housekeeping turnaround times and staff productivity.
[image: ]


SLIDE 5 – Yield Management 
In addition to KPI’s the hotel should adopt yield management strategies. 
Yield management means selling the RIGHT room, to the RIGHT guest, at the RIGHT time, for the RIGHT price (Smartness, 2025). 
The Yield Management Theory explains that hotel rooms are perishable assets, in the fact that if a room is not sold, then that revenue opportunity is completely lost. 
Therefore, room rates should increase during high demand periods such as summer holidays, weekends or any major events going on at the time in Swansea.
During quieter months, management can offer different options like spa packages, early booking discounts or midweek promotions to stimulate demand.
The overall goal is to maximise revenue, maintain occupancy and improve profitability.
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SLIDE 6 – Recommendations & Conclusion (morgans hotel)
So to conclude, I would recommend that the Swansea Luxury Resort hotel sets clear targets before opening and checks performance regularly.
For example, the hotel could aim for 75 percent occupancy in the first 6 months, with guest reviews above 4.5 out of 5 and more repeat bookings in the first year.
Management should also compare performance with other luxury hotels across South Wales and adjust room prices on demand. 
Overall, strong KPI’s and smart pricing strategies will help the hotel become profitable, successful and competitive.
Thank you. I hope you found this helpful. Are there any questions?
[image: ]

[image: ]



image4.png
Customer KPI’s

¢ Guest Review Score
e Repeat Visits
¢ Complaint Resolution Speed

(Geedesk Blog, 2024)
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EXAMPLES:

¢ Occupancy Rate
e Revenue

» KPI’s help managers make

better decisions
(Pons, 2024)

e Guest Satisfaction
e Repeat Bookings
e Check-In Time

(Hennigan, 2024)
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Recommendations:

e Monitor KPI's weekly

e Use guest feedback

¢ Adjust prices regularly

e Use booking data to predict demand
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Yield Management = Smart Pricing

(Smartness, 2025)

EXAMPLES:
e Summer weekends = Higher Prices
e Quiet weekdays = Discount
e Advance bookings = Lower Prices
e Events in Swansea - Premium Pricing

GOAL = Maximise revenue & reduce empty rooms !
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