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Executive Summary

Throughout this report, the aim is to critically discuss and analyse Alton Towers, operated by Merlin Entertainment Group as an organisation, analysing the environment using SWOT and PESTLE analysis, and the organisations current management and human resources, with focus on key recruitment and selection strategies. Along with analysing the company’s current financial statements, setting SMART objectives for the company’s future as a successful business. The goal is to gain a knowledge of a manager’s perspective of a business, how to operate the organisation successfully using the correct policies and procedures, as well as acknowledging the difficult situations a manager may have to deal with.
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Introduction

Although being rated fifth in the Telegraph’s list of Britain’s best theme parks, Alton Towers is an established organisation based in Staffordshire, England and is the UK’s number one theme park. Operated by the Merlin Entertainment Group, being one of the largest attraction operators, the park now includes mini golf, a spa, a water park, and a hotel complex for guest accommodation, with choices varying from lodges, luxury treehouses and pods. It operates over 50 rides and attractions. The Merlin Entertainment Group not only operates Alton Towers, but another 127 attractions, 18 hotels and many holiday villages worldwide, including Australia, New Zealand, the United States and Dubai. First opening its gates to the public thirty-nine years ago, the park has become a household name, being wildly popular for families and children who enjoy theme park rides and the overall entertainment package for a day out. However, there have been attractions of one sort or another on this site since 1960. Ever since an unfortunate incident in the park in 2015, Alton Towers have desperately been trying to grow their visitor numbers, as non-surprisingly, visitor numbers dropped, with revenues falling by more than 11 percent. Following this, Merlin invested in new rides for the park, attracting a wider scope of visitors, boosting their numbers back to what they were. These new attractions included the new wooden rollercoaster “The Wicker Man” which was told to be the first of the UK’s to build a wooden ride in twenty-one years. Following this, the company saw their revenue grow by 9.1 percent driven by this successful product investment. Alton Towers have certainly got their numbers back up as over the last years, with the organisation experiencing numbers as extreme as 30,000 visits a day during the summer period, totalling three million visitors a year. This increase in numbers was due to the company’s reassurance to the public, along with their enthusiasm and desire to make Alton Towers the theme park it once was. 







Sandra’s Section

Being a well-established organisation, Alton Towers holds many strengths within its company and how it’s run. The company have a very large demographic of people visiting the park and welcome everyone, this includes families, couples, children and even the elderly. The park also welcome disabled guests with accessibility through the exit with a carer if they wish, skipping the long queue waits. The luxurious spa and the waterpark are fully accessible for guests using wheelchairs, and guests are able to hire a wheelchair from guest services on the site. Along with disabled toilet facilities on the park grounds and within the hotels, with specially adapted rooms ready to accommodate those using a wheelchair or with special needs. There is access to lists on each floor and the park even has its own medical centre, in order to accommodate those who need it, with medicines and specially trained staff who are willing to help in any case. Before visiting the park, there is access through the website to book a free ticket for a carer if you are registered disabled.
Alton Towers accommodate for all ages with plenty of entertainment for children such as family shows including the “Fabulous Scott Family’s Live Music Show”, along with the chance for children to meet their favourite CBeebies character, along with a soft play area for children to enjoy. There is also a chance for parents to enjoy with use of the Alton Towers Spa where there is a chance to enjoy the sauna, a steam room, foot baths, jacuzzi and plenty of seasonal packages. Fun for all the family is included with extraordinary golf with two 9-hole golf courses for the whole family to take part in. Seasonal attractions include the new Alton Towers Dungeon which opened in March 2019. The park also offers a seasonal pass which is now available through the use of e-tickets using your mobile phone, along with a student discount for students who want to enjoy what the park has to offer.

Although Alton Towers offer many strengths in order to wow the public, the company do face weaknesses and potential risks. Some of these weaknesses include the organisation being based in a rural location, in a village in Alton in Staffordshire, with many of the public finding it hard to find making it difficult to visit. This also links in with bad transport links to the park, especially if people are visiting from far and are unaware of the area. The three closest train stations are Stoke-on-Trent, Uttoxeter and Derby, however a bus service would be needed to complete the rest of the journey. This is a negative for many people, such as disabled users, where using a bus isn’t an option. Weaknesses also include long queueing times for rides which could be improved by opening more barriers for queues, which would mean the public wouldn’t feel as though they are queuing for such a while and the queues would move faster. The prices for tickets in Alton Towers are also very expensive which could make less of the public want to visit the park, especially with families as this would be a significant cost. 

Alton Towers face many internal threats as an organisation. These could include possible technical faults on theme park rides, this is a huge worry to anyone visiting a theme park, and after the unfortunate accident the company faced in 2015, this has placed doubt in the public minds. Socially, Alton Towers should deal with situations such as this one respectfully and professionally, reassuring the public that the situation has been dealt with and that is won’t happen again. Of course, a company can never be one hundred percent sure, but do everything possible to make it very unlikely, such as take the correct safety procedures when testing the new ride. There is also the risk of water rides in the park, including “Flash Floods” and “Rush ‘N’ Rampage”, the safest way a company can deal with this kind of risk is to plan the appropriate and necessary supervision for the ride in specific, this can be dealt with the same with rides exceeding a safe height where there is again a risk of serious injury or death, with the correct safety procedures and supervision. The park is constantly working to manufacture the rides, and each ride is monitored by systems to maintain safety at all times, with these systems being able to shut a ride down if any obstructions are identified, even something as small as a leaf falling onto the ride. 

On a smaller yet still serious scale, door entrapment could be a potential risk for the company as when rushing to jump on a ride, it can be easily done to get fingers trapped in closing doors, which could result in a serious injury for the public on the ride or a member of staff who is locking someone in their seat. This could be avoided by safety signs to be careful when taking a seat on the ride. Along with possibly a staff brief before listing possible risks. However, there is also risks on the ground on site, with constant traffic back and forth in the park, this could also result in injuries for the public or staff members. This can be dealt with, with pedestrian crossings provided where needed, and allocated drop off points for buses or coaches to park, with the correct signs made clear to the public.

External risks could include weather impacts, such as exposure to the weather, whether being cold or heat injuries with too much exposure in the sun. The correct procedures taken by the organisation should be to possibly make it clear on social media platforms and the company’s website what clothing is necessary, whatever the weather may be. There is also heavy traffic both surrounding the park and on site with moving vehicles such as staff driving around on site and coaches for the public, this could be seen as an environmental risk to the company. However, to help avoid this the park should have a team managing traffic and monitoring the congestion and possible risks on site. Waste is also an environmental risk as with a large sum of visitors, such as the 2.1 million visitors in 2018, waste is a huge factor to any large business such as Alton Towers, and it’s important for the company to have plenty of waste bins provided around the park for the public. 

Politically, Brexit has had a huge impact on all business, as well as Alton Towers, with Brexit being a source of uncertainty for some UK businesses. Harvard Business Review stated that “we estimate that this led to a 6% reduction in investment in the first two years after the referendum, with employment also around 1.5% lower”. Showing the decrease in employment, impacting many businesses around the UK. As well as changes in minimum wages as from April in 2019, minimum wages have increased. This could have a negative effect on Merlin as this could potentially reduce salary earrings for low wage workers, meaning fewer employees for the company. Economically, the 2007 recession has impacts on tourism overall. The Economic and Labour Market Article reflects on the recession and states that “the latter part of 2008 and early 2009 was characterised by falls in domestic tourism spending.” The article also states that the “Latest National Accounts data show that the UK gross domestic product fell from 2008 and was the largest since the start of the data in 1955”. Providing evidence and highlighting the negative impact the recession had on tourism and how its effects businesses in the UK, as well as large organisations such as Merlin Entertainments, with a statement in USA Today, reporting theme parks worldwide cutting back investments during this recession. Legally, Merlin must comply to certain healthy and safety regulations, and do so with a healthy and safety policy statement, proving comfort for visitors at the park. It is stated that the staff are made fully aware of this policy as part of the training procedures. The Legal Legislation formed a new policy to become law, to “create the first state inspection programme for theme parks”. To help stop accidents occur on rides in theme parks. This is a benefit to Merlin Entertainment and the industry overall and will reassure the public. A technological risk would be once again risk of faulty rides, with safety procedures and the correct supervision to avoid these risks. Socially, Alton Towers could deal with a lot of negative publicity on social media platforms as well as new articles. BBC News broadcasted on the 2nd of June in 2015 about the Smiler Crash that happened on site in Alton Towers, this negative publicity can impact such a huge organisation by turning the public against the organisation with having doubt about the safety of the rides, therefore the organisation will lose custom. 





















SWOT Analysis
	SWOT analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	
	Large demographic of people visiting the park
	Based in a rural location, making it harder for the public to visit
	Introduce more indoor activities for children
	Public have their worries about technical faults on the rides

	
	Seasonal attractions
	Prices for tickets are expensive
	Introduce newer social media platforms to advertise
	Water rides, chance of injury or even death

	
	Use of e-tickets, making it easier for the public to access
	Long queuing times
	
	Traffic within the park, chance of injury or even death

	
	Caters for all ages making it an enjoyable family day out
	Bad transport links
	
	Rides exceeding safe height levels, chance of injury or even death









PESTLE Analysis


	PESTLE analysis
	Political
	Economic 
	Social
	Technological
	Legal
	Environmental 

	
	Brexit
	Competition between Alton Towers and other theme parks
	Negative social media impacts on the company
	Marketing to promote company
	UK Legislation 
	Weather impacts

	
	Changes in minimum wages and lot of uncertainty for businesses 
	2007 recession affecting Alton Towers
	
	Use of e-tickets
	Alton Towers must comply with health and safety regulations
	Heavy traffic surrounding the area and on site

	
	
	
	
	Fear of faulty rides
	
	Waste












Marie’s Section

Ratios
2015

Gross profit
Gross profit/ sales x 100
Cash sales + credit sales 
1,202,000,000 + 76,000,000 = 196,200,000
1,085,000,000 / 196,200,000 x 100 = 55.5840164

Net profit
Net profit/ sales x 100
170,000,000 / 196,200,000 x 100 = 86.6462793

ROCE
Net profit/ total assets less current liabilities x 100
170,000,000/ 2,478,000,000 x 100 = 68.6037127

Asset turnover
Sales/ total assets less current liabilities
196,200,000/ 2,478,000,000 = 0.79176755

Fixed asset ratio
Sales turnover/ fixed assets
196,200,000/ 2,475,000,000 = 0.79272727

Working capital turnover
Sales turnover/ net current assets 
196,200,000/ 3,000,000 = 65.4 

Current ratios
Current assets/ current liabilities
260,000,000/ 257,000,000 = 1.01167315


Debtor days
Debtors x 365/ credit sales
76,000,000 x 365/ 76,000,000 = 365 days

Creditor days
Creditor x 365/ credit purchases 
41,000,000 x 365/ 189,000,000 = 79.1798942 

Gearing ratio
Total debt = long term liabilities + current liabilities 
1,158,000,000 + 237,000,000 = 352,800,000
Total assets = fixed assets + current assets
2,475,000,000 + 260,000,000 = 507,500,000
Total debt/ total assets
352,800,000/ 507,500,000 = 0.69517241

Interest cover
Profit before interest/ interest
1,085,000,000/ 4,600,000 = 23.5869565













2016

Gross profit
Gross profit/sales x 100
Cash sales + credit sales
1,371,000,000 + 86,000,000 = 223,100,000
1,230,000,000/ 223,100,000 x 100 = 55.1322277

Net profit
Net profit/ sales x 100
211,000,000/ 223,100,000 x 100 = 94.5764231

ROCE
Net profit/ total assets less current liabilities x 100
211,000,000/ 2,959,000,000 x 100 = 71.3078743

Asset turnover
Sales/ total assets less current liabilities 
223,100,000/ 2,959,000,000 = 0.75397094

Fixed asset ratio
Sales turnover/ fixed assets
223,100,000/ 2,958,000,000 = 0.75422583

Working capital turnover
Sales turnover/ net current assets
223,100,000/ 1,000,000 = 223.1

Current ratios
Current assets/ current liabilities
340,000,000/ 339,000,000 = 1.00294985

Debtor days
Debtors x 365/ credit sales
86,000,000 x 365/ 86,000,000 = 365 days

Creditor days
Creditor x 365/ credit purchases
63,000,000 x 365/ 233,000,000 = 98.6909871


Gearing ratio
Total debt = long term liabilities + current liabilities
1,441,000,000 + 339,000,000 = 483,100,000
Total assets = fixed assets + current assets
2,958,000,000 + 340,000,000 = 635,800,000
Total debt/ total assets
483,100,000/ 635,800,000 = 0.75983014

Interest cover
Profit before interest/ interest
1,230,000,000/ 4,600,000 = 26.7391304















Analysis and key performance indicators

Using these ratios, it helps Alton Towers as an organisation evaluation the profit and how sustainable the company is looking.

Profitability ratios are used to indicate how a company is performing and how healthy it is financially. There are different sorts of profitability ratios, each one has its own different uses. Gross profit and net profit ratios show how the company is performing in managing expenses. Return on capital employed (ROCE) shows how the company is being used to generate returns. A third ratio is the return on investment, showing if the company is creating enough profits to keep its shareholders happy. 

The gross profit ratio in 2015 was 55.5840164, in comparison to 2016 with 55.1322277. The gross profit is measured by sales and should stay somewhere around the same figure, which is has done, the slight change may be due to some changes in prices. The net profit amounted to 86.6462793 in 2015, whereas in 2016, amounted to 94.5764231. The net profit can be associated with sales revenue, and Alton Towers has seen an increase in figures between 2015 and 2016. The ROCE amounted to 68.6037127 in 2015, and 71.3078743 in 2016. ROCE measures a company’s profitability with its capital employed. Merlin has once again seen an increase in figures over these two years, being positive for the company, as long as the company continue to increase these figures, the ROCE of the company should stay comfortable. The asset turnover showing how the assets are being utilised within the company was 0.79176755, along with the fixed asset, being the ratio of sales, and shows how the company is using their fixed assets to make sales, being 0.79272727 in 2015, whereas in 2016, the asset turnover amounted to 0.75397094 and the fixed asset ratio to 0.75397094. The working capital turnover in 2015 was 65.4, and 223.1 in 2016, showing the increase in the company and how Merlin is making use of its working capital to help a number of sales. The current ratio in 2015 was 1.01167315 and 1.00294985 in 2016. A current ratio between 1.7 and 2.0 looks good for a business, however Merlin have been 1.0 each year. This shows that a company can meet debts and have enough money to support this. Between 2015 and 2016, the debtor days ratio stayed at 365 days. Debtors are an asset to any organisation, and this is the timeframe from Merlin to have payment from debtors. The creditor days ratio was 79.1798942 in 2015, in comparison to 2016 with 98.6909871. This amount is the number of days the organisation has to pay creditors, any number over 30 days show that the organisation may have cash issues. The gearing ratio in 2015 is 0.69517241 and in 2016, 0.75983014. Gearing shows the debt given, the higher gearing, the more risks the company will have. The interest cover in 2015 was 23.5869565, in comparison to 2016 with 26.7391304. This ratio shows how a company pay interest with outstanding debt. This ratio has increased between 2015, and 2016, which is negative for Merlin moving forward as the lower the ratio the more debt a company has to deal with. 

























Smart objectives

Specific – To make it completely clear what is necessary. 

Measurable – To see how the objective is progressing and meeting the requirements.

Achievable – To make sure the objective can be practically met.

Realistic – Focus on what will happen rather than how to get there.

Time Bound – The time the objective must be met.



Specific objective – To lower the creditor days ratio as this ratio is over 30 days and could be showing signs that the organisation is having cash issues. 

Measurable – Negotiate payment terms with the suppliers.

Achievable – Change payment terms to reduce days.

Realistic – In in time the creditor days for Merlin will be 30 days or lower.

Time Bound – Outcome being getting the creditor days to 30 days or lower.









Brynach’s Section

Recruitment and selection

Recruitment is “the process of identifying that the organisation needs to employ someone up to the point of which application forms for the post have arrived at the organisation”. Followed by selection being “the process involved in choosing from applicants a suitable candidate to fill a post”. The selection process includes training for candidates, in order to find out which person has the right resources and skills for the job. Human Resources at Alton Towers strategy for recruitment involves selection processes testing candidates applying for the job, by understanding that persons nature and potential to become employed with the organisation. Merlin HR can help build up a profile of the ideal candidate they are looking for. They use their competency builder tool to help do this, or they can provide selection processes to test and measure candidates that are selected to be taken further. With those that are already employed, they stress how important it is to retain their best employees. Merlin as an organisation believe if you value your employees, and show this by rewarding them for their work, which doesn’t have to be done necessarily with a money incentive, you can gain commitment from the workforce wanting to work for you and in turn helping to make the company successful. 

Equality and diversity

The Equality Act became law in 2010 and means everyone in Britain is protected against becoming a victim and being discriminated against. “Equality is about ensuring everybody has an equal opportunity and is not treated differently or discriminated against because of their characteristics”. Recognise equality and respect diversity, everyone is different. These differences could be culture, appearance, values and beliefs, language or even experiences. Discrimination means “treating a person unfairly because of who they are of because they possess certain characteristics”. Protected characteristics can include age, disability, religion, pregnancy or race. Diversity is “means understanding that each individual is unique, recognising our individual differences”. These can include physical abilities, religious belfies, ethnicity or political beliefs. “Taking account of the differences between people and groups of people and placing a positive value on those differences”. Alton Towers are a diverse organisation, offering special services and facilities for those who need it. The company accommodate rooms for wheelchair users or special needs, along with being able to avoid the long queues for rides and attractions at the park with a wristband. The company also offer a Ride Access Pass if someone of the public is unable to stand queuing for a long time for some reason, this will need either a letter from a doctor or a blue badge if disabled. There are facilities such as disabled toilets and a medical centre for those who need extra services. 

Performance management
Performance management means using a “corporate management tool that helps managers to monitor and evaluate employees work. Performance management’s goal is to create an environment where people can perform to the best of their abilities to produce the highest quality work most efficiently and effectively”. Merlin’s Entertainment Group thrive to keep employees as happy as possible in an environment everyone enjoys working in. Through the organisations board of directors and the executive team, the company help the employees to develop skills through training days supported by Merlin. Every person employed at Alton Towers begins with a two-day induction, allowing them to become familiar and fully introduced with the park and each attraction. These employees are also trained specifically in areas such as customer service and health and safety, as well as becoming fully aware of the Merlin Entertainment Group. The basics for the company’s recruitment are to ensure all new recruits are treated the same, whether it be in management or a food and beverage assistant. Merlin stated that they “offer apprenticeships and have a strong relationship with Stoke-on-Trent college. We’ve found these to be incredibly useful, producing talented workers who can specialise in everything from business administration and customer service to ride operation and care parking”. Showing the organisation are committed to investing time and money into creating a strong workforce who want to succeed and return season after season to work, with the company thriving off a 50% return rate with employees at Merlin’s Group.


AMO Theory

The AMO theory stands for ability, motivation and opportunity. These three independent work elements are what makes an employee right for the job, with these elements helping towards the success of the organisation. According to Gerhart (2005, p.175) human resource management can influence people’s ability (by using the appropriate selection, hiring and training instruments), motivation (by using performance related pay), and opportunity (by using terms or suggestion systems) to contribute to firm performance. This theory links in with the way Alton Towers manage the organisations employees, as the way they are motivated in the workplace, will essentially affect the way they’ll work, for example if they are encouraged and rewarded when doing well, it will motivate them to keep doing this which results in the employee feeling good in succeeding and the company benefiting overall. 


Comparison to the Marriott Hotel

In comparison to Merlin Entertainment Group, the Marriott Hotel chain, also being a hospitality organisation, provide employees with an orientation programme when they begin, for new staff to become familiar of the brand and the way the company is run. Marriott differentiate between their employees as those employees that are paid by the hour are given 15 minutes of training a day, whereas there is a variety of different management training programmes for the management team to develop an understanding of the hotel’s policies and procedures. These are generally taught out of house by professional experts and qualified trainers in their field being brought in for the company’s benefit to ensure that this management team are fully qualified with planning activities, interaction and evaluating their performance. A huge benefit to Marriott’s company with 15 minutes training a day, would be that employees are constantly re-freshing their mind along with learning and gaining new skills each day, whereas Merlin’s two days of induction at the beginning of their employment, although still being beneficial, that knowledge could be lost or forgotten with the employee getting used to their way of working, not the way they had been taught at the beginning.

Comparison to Bluestone National Park Resort

Another comparison to Merlin Group Entertainment would be Bluestone National Park Resort, based in Pembrokeshire, Wales. Bluestone was awarded the Princess Royal Training Hallmark award for outstanding employer contribution to training and development. The resort offers a variety of training programmes for staff, including the ‘Every Person Counts Leadership Programme’ to develop skills in leadership, the Management Development Programme, to develop skills towards becoming a manager, Compliance Training, such as training in first aid and health and safety, a Bluestone Apprenticeship Programme, working with Coleg Sir Gar, giving students a chance to expand their skills and knowledge as well as online training, giving people that possibly aren’t able to attend classes or training programmes, a chance to thrive whilst learning in their own space. These opportunities are a chance for people to develop an understanding of the organisation as well as expanding their skills and knowledge of the chosen area, making for a great member of staff for Bluestone’s company. This contrasts with Alton Towers, as Bluestone’s training is a programme and can last for weeks or even months, which is a long period of time to learn. Whereas Alton Towers are shorter periods of time where there may not be a chance to really gain the skills needed and put them into practice. However, Alton Towers training is consistent and is a constant re fresh for staff to gain what’s needed for them. 












Conclusion

In conclusion, this report analyses Merlin’s Alton Towers as an organisation, discussing managerial approaches from using a SWOT and PESTLE analysis to understand the environmental factors of the organisation, discussing impacts of weather, faulty rides and the impact Brexit had on businesses overall with changes in minimum wages effecting employees with salary decreases. As well as focusing on the current management and human resources of the company. This meant researching the company’s recruitment and selection procedures, along with training programmes and recruitment policies, however the company’s procedures seem to be working well as they have recruited over 2,000 employees. This section included acknowledgement of not only recruitment and selection but also equality and diversity and performance management, exploring how Alton Towers manage staff and training, as well as every day pressures of the job. Next was analysing the company’s financial statements, evaluating ratios such as gross profit, asset turnovers and the ROCE, being the return on capital employed of the organisation. Such as the working capital turnover increasing from 65.4 to 223.1 over two years. This shows the increase in figures and how the company is making use of its working capital to help sales numbers. Following this, SMART objectives were written in order to suggest recommendations for the company’s future success, however being specific in what was needed. This involved cutting creditor days by negotiating and changing payment terms with the suppliers, in order to reduce days to benefit the company.

Overall, Alton Towers is a successful, well-established organisation, operated by one of the biggest attraction operators, Merlin Entertainment Group. Although the company’s visitor numbers dropped, and revenue fell by 11%, they have certainly bounced back with over 30,000 visits a day, due to the company’s drive, enthusiasm and passion to make Alton Towers the well-established company it is. 
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Appendix

Recommendations

Introduce more indoor activities for children.


Recession Graph
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