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[bookmark: _gjdgxs]Executive Summary
The goal of this paper is to provide a new strategic orientation to the Best Western Manchester Altrincham Cresta Court. This hotel is managed by one of the most well-known and respected hotel management companies in the world, which is Best Western Inc. The three- and four-star hotels run by Best Western may be found in over a hundred different countries. The hotel management corporation conducts its varied commercial operations under a variety of brand names, such as Best Western, Glo, Best Western Plus, etc. This hotel management company's Manchester United affiliate is called Cresta Court. The hotel's position in the middle of Manchester City couldn't be more ideal, being just 10 minutes from the airport. The hotel benefits from the location because of the high volume of frequent guests. The hotel has the rooms and amenities necessary to accommodate such a huge clientele. In addition to rooms for guests, the hotel also has a fitness centre, a spa, a bar, and many restaurants. The hotel's reputation for excellent service at reasonable rates and year-round availability has earned it praise from guests all around the globe. Cresta Court's management is having trouble ensuring the happiness of its clientele, despite the hotel's convenient location, ample amenities, and potential for financial success. It has been discovered that the majority of customers are unhappy with the quality of service they are receiving from the company's administration. When the situation was investigated further, it became clear that hotel staff were dissatisfied with both their pay and the atmosphere at work. Despite several attempts, management was unable to sustain a competent team that could consistently provide excellent results. The company's management is now on the lookout for a new approach that will allow them to address these issues.
Synergy Consultancy Services has been tasked with conducting in-depth research to identify the issues plaguing this hotel and make recommendations for improvement. Understanding the external and internal competitive environment is crucial before recommending a new strategic orientation to management. We can effectively take advantage of opportunities and establish sensible management goals by first conducting a thorough analysis of the external and internal environments in which the company operates. Using the PESTEL framework would enable us to examine the macro-environmental shifts that have taken place. The PESTEL framework depicts a favourable and lucrative external environment for management. The political climate in the nation is safe for management to function due to the stability of the government and the ease of conducting business. The hotel sector in the country has great potential for expansion, and the country's strong GDP growth rates indicate a profitable business climate. Socio-cultural elements are beneficial to management because of the rising number of people rather than families and the increasing consumption rate. The management has room to accommodate the growing demand for both high-tech and eco-friendly products among today's consumers. A SWOT analysis, which looks at a company's strengths, weaknesses, opportunities, and threats, can help figure out how competitive the company is on the inside or what it can do. Management has a lot to gain from the hotel's affiliation with one of the largest hotel management chains in the world, both in terms of access to expert advice and in terms of the resources available to them. The hotel's location and the number of available rooms remain, nevertheless, its greatest strengths. It's also a bonus if the infrastructure is cutting-edge and has the latest and greatest technology. The inability to maintain a loyal client base and foster a positive work environment among employees has been identified as a managerial shortcoming. When this problem is fixed, management will have a great chance to increase customer satisfaction and boost profits. The company's largest concern is its reputation, which will deteriorate if these issues are not addressed and more customers become dissatisfied.
Poor management choices are the root cause of the problem with client retention. Management missed the mark in its efforts to foster a positive work environment and foster open lines of communication with employees. As a consequence, the employees were disgruntled with management for a considerable amount of time. Management's inability to keep hold of its talented and efficient workforce is to blame for the poor quality of service. New sustainable strategic management techniques have been proposed as a solution by those in administration. When a business adopts a sustainable management strategy, it is better prepared to capitalize on opportunities presented by external forces by regularly reviewing its internal capabilities and developing innovative approaches. The management may take a cost-leadership stance since the firm is already well-known for providing high-quality services at affordable prices. This strategy would enable management to keep costs low while focusing efforts on finding a solution to the present problem. The management is now in a position to meet the employees' demands for more generous remuneration, which they can do today. Employees will be more driven to provide superior service because they will know that their management has the means to regularly reward and recognize them for doing so. It is also recommended that management maintain a transparent and clear workforce culture and use direct communication channels when communicating with employees. Bringing the turnover rate down by 10% would take 4 months to accomplish if all resources were distributed fairly and the plan was carried out as proposed. Employee feedback on the working conditions and potential problem areas is also crucial. While implementing this sustainable strategic management method, the company's leadership must ensure that its greatest strength, its quality of services, continues to be a priority.
[bookmark: _30j0zll]Introduction
Best Western UK is a hotel management company that runs its numerous commercial activities under a variety of different brand names, including Best Western, Glo, Best Western Plus, BW Premier Collection, and so on. The in-house restaurants at Best Western hotels include a wide selection of cuisines. Online room booking through the hotel's website or mobile app is also made easier by this system (Best Western, 2018). Synergy Consultancy Services has been tasked with conducting in-depth research to identify the issues plaguing this hotel and make recommendations for improvement Our client, the Best Western Cresta Court Hotel in Manchester, is the focus of this research. As a member of a well-known hotel brand in the UK, this Manchester United location is easily recognizable to the public. However, guests seldom choose the Cresta Court over competing hotels. Poor customer service is a direct result of management's inability to improve employee satisfaction and the quality of the workplace culture. To stand out in the increasingly crowded accommodation market, management is exploring new strategic positioning options for the brand. Setting a brand's mission, vision, and objectives is essential for strategic positioning (Olhager,  2015). Having a firm grasp of the external and internal competitive environments is necessary before establishing a brand's vision and the goals that will follow from it (Ansoff, 2017). When changes occur in the macro environment, it is important to analyse the situation using the PESTEL framework to identify potential risks and advantages (Matovic, 2020). An internal SWOT analysis has been performed to better understand the advantages and disadvantages of the current situation. Findings from these studies reveal both the positive and negative characteristics of this environment that affect BW Cresta Court's overall decisions. The last section offers proposals for enhancing operations and repositioning the brand strategically, all of which are grounded in facts and statistics. The results and action plan may be used by management to gain a comprehensive understanding of the external environment and specific approaches to addressing identified issues. 
[bookmark: _1fob9te]Scope and Analysis
The United Kingdom is a major market for Best Western International, Inc.'s hotel and restaurant services. Worldwide, the company's hotels range in quality from three to four stars. It controls more than 4,200 hotels with complete services in over 100 different countries (Best Western, 2022). The Best Western Manchester Altrincham Cresta Court Hotel is located in the heart of the city. The hotel is conveniently located within 10 minutes of the city centre by tram and is just five miles from Manchester Airport (Cresta Court, 2022). There are guest rooms, conference spaces, restaurants, bars, an executive lounge, a fitness centre, a spa, and a Wi-Fi facility in these hotels. The hotel has 11 conference rooms that can accommodate anything from 2 to 300 attendees, in addition to 3 magnificent banqueting suites and 140 guestrooms (including family rooms and wedding suites). Exhibits, conferences, corporate gatherings, seminars, small dinners, and cocktail and drink receptions may all be held here (bestwesterndevelopers, 2022). This hotel is widely regarded as one of Manchester's most prestigious locations for weddings. Hotels often have many dining options available 24 hours a day, seven days a week. These options typically include American, Mexican, Italian, Chinese, international, and traditional fare. Anyone can also order a drink from the restaurant's extensive wine list, beer selection, or cocktail menu. The hotels are up to the rigorous standards set by AAA and CAA, earning them two and three diamonds, respectively. The hotel's Oasis Beauty Salon is situated on the ground floor. The salon offers a wide variety of treatments, from massages to facials to manicures and pedicures. Best Western's website, bestwestern.com, and mobile app both make it easy to book a room at one of its hotels online. Some of the things individuals can do on the site compare hotels, add bookings to a calendar, download hotel information sheets, plan a trip, and take a visual tour of each hotel from 360 degrees (Cresta Court, 2022). 
To evaluate the external environment competitiveness and the risks associated with it, a PESTEL framework is included here. This framework would portray the management’s decisions influenced by political, economic, sociocultural, technological, legal and environmental factors (O’Reilly, 2017). 
	Environmental Factors
	

	P (Political)
	· Ease of doing business
· Stable political environment
· Collaboration among government administrations to assure the continuity of rule of law

	E (Economic)
	· Increasing GDP growth rate
· Low unemployment rate
· The predicted CAGR by 2026 is 6.78% of the UK’s hotel industry
· Rising consumption rate and flat family income

	S (Social)
	· 40% of households are predicted to be converted to single individuals by 2032
· Availability of skilled workers and rising consumer demand
· Consumer’s concern about health and safety

	T (Technological)
	· Higher rate of societal acceptance of technology
· Use of digital payment system and booking system
· Availability of necessary infrastructure to support technology-focused businesses

	E (Environmental)
	· Environmental concerns due to the recent pandemic among consumer and government officials
· Renovated supply chain due to climate change issues
· Serving eco-friendly goods and following the procedures for recycling

	L (Legal)
	· A legal climate conducive to business as everyone follows the same British Common Law
· Low risk of new competitors as the legal system possesses various entry barriers
· Access to accurate information about the judiciary system 



· Political factors: Investment choices, the cost of conducting business, and a company's long-term viability are all significantly impacted by political issues (Issa and Issa, 2019). Best Western should network with the country's active civil society to find opportunities for collaboration. The country's "ease of doing business" score has increased as a result of the regulatory standards being harmonised with global norms (McInroy, 2018). Each party's government has adhered to the treaties negotiated by previous administrations; therefore, there is continuity in both the rule of law and the regulations. Cresta Court is not in danger, though, because there are no civil disturbances or militant activities inside the country (Bevan, 2018). 
· Economic Factors: The potential attractiveness of a market is directly related to the economic characteristics of a country and area. Early this year, the country's GDP growth rate was at 10.9%, while the unemployment rate was at 3.6% (The Global Economy, 2022). Hotels in the UK are expected to generate US$17.12bn in revenue by 2022 (Statista, 2022). By 2026, the United Kingdom's hotel industry is expected to generate US$22.26 billion in revenue, representing a growth rate of 6.78 per cent (Whyte, 2021). It will supply a sufficient number of guests for the hotel, but it will be costly for the management to acquire talented and skilled workers. Credit binge purchasing became commonplace in the United Kingdom as a result of rising consumption and flat family incomes. Another good trend is that the service sector is growing faster than the manufacturing, goods, and agriculture sectors (statista, 2022). 
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GDP growth rate of the UK. (Macrotrends, 2022)
· Socio-cultural Factors: The availability of skilled workers and the amount of consumer demand are profoundly affected by social variables such as demographic shifts, the distribution of power in society, and the number of women in the labour force (Noguera, Alvarez and Urbano, 2019). More than 40 per cent of UK households, or 11.3 million people, will be single individuals by 2032 (Statista, 2022). The increasing number of adults poses challenges for an administration that can only be met with more sophisticated technology (McConnell, 2020). Most people in the United Kingdom care deeply about their health and safety. Thus, the administration must consider this while providing service. When people care more about social issues, pressure from non-governmental organisations and pressure groups is often the result.
· Technological Factors: As a result of technological advancements, traditional company structures are quickly being challenged in a wide range of markets. The United Kingdom (UK) is not the most prominent global tech centre, but it does have a significant degree of societal acceptance of technology (Ropkins and Tate, 2021). The lack of necessary infrastructure to support technology-focused businesses is a common cause of failure to execute for firms that enter the market. Since the United Kingdom invests heavily in the research and development of new technologies, the country has a good chance of creating an ecosystem that can support itself and spur innovation (Tarrant, 2018). Management at the Cresta Court Hotel may use this to their advantage.
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 PESTEL Framework(Lewin, 2019)

· Environmental Factors: Consumers, government officials, and businesses are all starting to pay more attention to environmental concerns due to recent coronavirus pandemic (Krishnaveni, 2020). Management is forced to evaluate the company's supply chain and business strategy as a result of climate change. If supplies from one region of the globe are delayed due to rapid climatic change, for example, a rigid supply chain might lead to bottlenecks. Companies need to create more eco-friendly goods and keep an eye out for new recycling rules in potential markets to keep up with the growing environmental consciousness of their customers (Jarvis, Stoeckl and Liu, 2016).
· Legal Factors: Conditions for entry into the market, regulations for doing business in the market, and the process for resolving any conflict with other parties are generally governed by legal considerations. British Common Law is the basis of the country's judicial system (Manji, 2019). Since everyone follows the same set of rules, the legal climate is conducive to business. Due to the large initial investment and the necessity to overcome statutory barriers, the danger of new entrants is also minimal in this market 
(Crick, 2020). Management can confidently plan forward when they have access to accurate information about the judicial system and its procedures.
Evaluating the company's internal features, such as its strengths, shortcomings, opportunities, and threats, is equally crucial. The given SWOT analysis will enable the management to focus on areas where they excel, seize opportunities, and eradicate problems. 
	Strengths
· Part of a large hotel chain that provides the management with necessary assistance and counsel
· Located at the heart of the city that ensures exposure and a steady stream of guests
· High infrastructures that ensure the availability of accommodation at any time
· Premium service at a reasonable price
	Weaknesses
· Dissatisfaction among customers regarding the service
· Higher rate of employee turnover
· The communication gap between the management and employees


	Opportunities
· Enhancing online presence to capture greater market attention.
· Focus on employee satisfaction to get quality service.
· Optimized digital facilities. 
	Threats
· Well-established competitors in the town instead of high entry barriers
· Failure in providing quality service to satisfy the consumer
· Increased rate of employee turnover and unresolved communication issues



· Strengths: The Cresta Court belongs to the large Best Western Inc. hotel chain. This is a major strength of the management since it enables them to get the managerial and other helpful counsel and assistance they need. The hotel's location is also one of its strengths since it ensures widespread recognition and a steady stream of guests. The huge infrastructure ensures that the management always has customer-pleasing accommodations available. The management's other strength is the affordable service they provide, which helps them keep consumers for the long term.
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(Pruitt, 2021)
· Weaknesses: Cresta Court's management has identified employee turnover as a major area of weakness or failure. Even though management has been actively seeking out and hiring highly qualified new staff members, the turnover rate remains stubbornly high. Low levels of satisfaction among staff members are almost certainly to blame for this situation. There is a widespread belief that management has a hard time openly communicating with workers.
· Opportunities: The company's strengths indicate promising prospects in a number of areas. Location and accessibility of the hotel's rooms make it a good bet for making a profit in the industry. The company's management must find a solution to the problem of high staff turnover. When workers are happy, they treat visitors with a more positive attitude, which increases the likelihood that they will return as customers. The management also need to focus on increasing online appearance and adapt digital facilities to capture the attention of a broad market.
· Threats: Cresta Court's management may have to contend with intense competition from other businesses. Despite the low number of obstacles to entry, the number of well-established competitors is rather high. As a destination that attracts visitors from all over the globe, the goal of every management team is to maintain customer satisfaction. One further danger is not fixing the problem with the employees' satisfaction. Increased consumer dissatisfaction on the move poses a serious threat to the company's long-term viability if this problem is not remedied as soon as possible.
[bookmark: _3znysh7]Main Body
Best Western UK, a three-star hotel, is highly recognized because of its low-cost services and extensive availability of rooms whenever needed. Statistics have shown that 70% of people in the UK have heard of and know the brand named “Best Western” (Statista, 2022).  But only 18% of consumers agreed that they like best Westerns for its services, this number is quite poor due to low employee satisfaction and poor work environment culture (Expedia, 2022). Among the consumers who have visited best western said that they like the quality of the rooms but the employee services were very poor and the response was not up to the mark (Trustpilot, 2022).  Which, Best Western UK has a pretty low consumer loyalty rate, with only 8% of people agreeing to consider Best Western for their visit again (Statista, 2022). The main problem Best Western is facing is quality control in all branches but if this report focuses on Manchester Branch this section highlights the positive and negative aspects of the hotel. 
Positive Aspects
Consumer-friendly environment: It has been observed that guests who have visited Best Western are satisfied with the welcoming attitudes of the employees as well as the high quality of the services which are provided. Best Western operates close to 300 hotels in the United Kingdom and is widely recognised for providing services at rates that are more affordable when compared to those offered by its competitors (bestwesterndevelopers, 2022). The managers at Best Western believe that the quality of their employees will directly correlate to the quality of their services; as a result, they place strong attention to employee training programmes.
Eco-Friendly Services: People who like travelling and staying in several places always in colleges eco-friendly products or services and hence it is expected from the tourism industry to offer environmentally sustainable services (Dumitrescu and Fuciu, 2015). Best Western UK in the Manchester branch to be 100% eco-friendly with zero carbon emission (Green Hotels, 2022). Also, the hotel is claiming that they have a great disposal management system to make the services more sustainable.  
Suitable Location: Best Western Manchester is located in Altrincham which is perfect for all kinds of suitable activities such as shopping, sporting events, business meetings, or other entertaining activities. Along with these, the extensive services make it suitable for a great wedding place as well. 
For businesses, the hotel is situated 1 mile away from Dulux, Styles & woods, 6 miles away from Kellogg's, and 8 miles away from MediaCityUK. 
For academic purposes, the hotel is situated 8 miles away from Manchester University and Salford University.
For other attractions, within 8 miles radius of the hotel, there are Salford Stadium, Old Trafford Cricket ground, Imperial War Museum, Manchester Arena, Tatton Park, Manchester Art gallery, Museum of Science and Industry, Dunham Massey etc.(bestwestern, 2022) 
Negative Aspects
Low employee satisfaction: Every year, Best Western compensates its employees an average of $30,586. The highest-paying competitors, including  Holiday Inn City Centre, Hyatt Hotels, and Marriott International, offer salaries of $35,757, $38,881, and $35,662, respectively (zippia, 2020). This low payment eventually results in low employee satisfaction and thus the quality of services sometimes reduces (Yaneva, 2021). The managers of Best Western believe that the quality of services depends on the quality of employees, for which they spend much time and money on training programs of the employees while overlooking the employees' demands and needs(Malyarov, 2022). As reviewed by a former employee, the reason she worked for Best Western even though they were paying low is, it was the only possible option for her. As soon as she found a new job in another sector, she left the hospitality sector (glassdoor, 2022). 
High Turnover rate: Compared to other companies, Best Western has an extremely diverse workforce. Among the employees, approximately 69% are female and 35% are ethnic people (Comparability, 2022). Fifty-two per cent of Best Western employees identify as Republicans, which is higher than the percentage of Democratic Party members. Nonetheless, due to the high rate of employee turnover at Best Western, these figures might soon become irrelevant. The average length of time an employee at Best Western spends with the company is 2.5 years.  Even though the average employee turnover rate in the hotel industry is 73.8%, best western have a turnover rate of an average of 81%, which is excessively higher (Garcia, 2021). 
Poor management: Best Western Manchester is reported to have very poor management regarding employee orientation and employee management. According to one of the employees who worked there as both hourly and permanent employees, the hotel managers treat employees cheaply and do not have any departmental orientation (jobs.bestwestern.com, 2021). All of the employees need to do all kinds of work regardless of their position. Also, the hotel is aimed to provide quality services at lower prices, but to provide cost-effective service, the hotel manager is overlooking the importance of employee satisfaction and hence the employee turnover is excessively high (Alexandra, 2022). 
Ways to improve operations
To solve the current issues, Best Western first need to deal with its managerial problems and employee retention problem (Abdalla Mohamed and Reda Hassan Farahat, 2019). Best Western Manchester can turn its current managerial practices into a sustainable strategic management approach. Sustainable strategic management means evaluating the internal capabilities to take advantage of external factors, and planning and implementing new strategies to achieve the organizational goals while being cost-effective, environmentally sustainable, and socially responsible (Johnson et al., 2020). 
As the hotel’s main motto is to provide high-quality services while chagrin about low prices, they can adopt a Cost-leadership approach while prioritizing employee satisfaction (Hotel Management, 2022). To achieve cost leadership, a company must reduce its production or service costs to levels below those of its competitors(Meyer and Lehnerd, 2015). This way the hotel can maintain its regular services and can increase employee retention simultaneously. One of the fundamental principles of cost leadership is that as output increases, per-unit expenses should decrease. In a nutshell, a cost leadership approach allows businesses to increase their unit sales at a lower overall profit margin (Brownell, 2017). But in the case of hospitality, the scene is different as no production or production costs are related in this sector, rather the quality of employees are the main factors in the hospitality sector (Fouad, 2019). To make the employees more effective and productive it is required to ensure employee satisfaction. The study suggests that in the hospitality industry satisfied and happy employees are 31% more productive and can lead to a 12% increase in the profitability of the hotel (SiteMinder, 2018). To increase employee retention and employee satisfaction, Best Western should bring some changes to its operational activities. They are-
Creating a fun and positive work environment:  Employee morale can be greatly improved by creating a positive work environment. The environment at work is critical to employee morale and productivity. The key is to create a workplace environment where employees look forward to coming to work each day (Ciocirlan, 2016). It has a major impact on his or her regular job life. The effect is seen in their work, and it keeps them enthusiastic all day long. Statistics suggest that a positive work environment can reduce employee turnover by 24% (SiteMinder, 2018).  
Best Western can establish a positive environment by encouraging open communication, establishing trust, developing positive relationships among employees, providing constructive feedback, and establishing an environment of mutual respect. Rated to the employees, the work environment culture at Best Western is only 3.4 out of 5 on average (Indeed, 2022). Best Western should bring changes into its organizational culture to increase employee retention rates and to create a more effective work environment.
Providing competitive compensation: Compensation works as a primary motivating factor to work in any company. The employees of Best Westers get an average yearly compensation of $30,586, whereas all other competitors provide average yearly compensation of $35,000 to $36,000 to their employees (zippia, 2020). Employees of Best Western UK have rated an average of 2.9  in terms of Payments and benefits, which is claimed to be the primary reason for high employee turnover (Indeed, 2022). So, Best Western is required to change its compensation policy for its sustainable growth. 
Rewarding and Recognizing employees: It is known that Best Western only provides recognition to its consumers based on their visits, but there is no recognition and reward policy for the employees. According to a study, 66% of employees are more likely to leave their job if their work and efforts are not recognized and if they do not feel appreciated (WeBee, 2022). The hotel industry is all about making sure travellers are comfortable, and professional customer support but also communication is always an essential skill. The Best Western Hotel can establish a positive brand impression by supporting their employees to get better at communicating with others.
Providing Job security and advancement opportunities: Best western hire and recruit employees on both hourly (part-time)  and monthly (full-time) contract  (bestwestern, 2022). For which they can always have a backup for vacancies and the employees working there permanently have low job security. Also, there are very few advancement options available for the employees working in the hotel which increases employee turnover.  According to the employees' rating, best western has a 3.0 rating in case of providing job security (WeBee, 2022. Best western needs to bring changes in its employment cycle, to make the employees feel safe regarding the job. 
Creating a transparent culture: A culture of transparency at work creates an environment in which employees feel at ease sharing and expressing ideas without the fear of being ignored or rejected (Bendassolli, 2016). A culture of transparency encourages employees to be engaged and participate in decisions that impact their daily work lives. The best way to know what's going on in the workplace as a whole is to create a transparent culture with a horizontal leadership system. Transparent work culture encourages employees to take participation in decision makings and hence increase the employee engagement.
These are the changes that are required for Best Western to flourish more in the competitive market. But there are some other things that does not need to be changed, rather required to be polished for more profitable services. 
Things need to remain
Best Western UK is renowned for its variety of quality services in exchange of low price with a large chain. Best Western has the most exclusive portfolio of carefully chosen hotels, providing visitors an exceptional and luxurious experience (Rezaee, 2016). Each hotel's authenticity is distinctively tied to its location, giving guests a genuine premium experience, which represents the personality of each place. The Manchester branch of Best Western is no exception, the hotel has plenty of rooms available the whole year while maintaining its eco-friendly services. Best western needs to be constant with its cost-effective services with its quality Inn and suites. 
Best Western also has a culture of impartiality and fairness and this culture needs to remain in the company. Even though the hotel needs to bring some change in its culture, any kind of change is not required for this. Also, Best Western is highly concerned about providing quality services to its visitors so that no question can be raised regarding its services. 
[bookmark: _2et92p0]Findings and Results
This section of the report summarizes the findings and results of all the analyses. This report consists of a full analysis of the Best Western Manchester Altrincham Cresta Court Hotel as a whole. 
This report contains a PESTLE analysis and SWOT analysis of the Best Western Manchester Altrincham Cresta Court Hotel. The PESTLE analysis has found that the political environment of the UK is more business-friendly the regulations are being harmonized with global norms. Which provides the Best Western hotel with the opportunity to conduct business at ease in Manchester. The economic environment has highlighted the fact that the UK GDP is gradually growing and the hospitality industry have a total contribution of 3.2% in the United Kingdom’s economy with a total economic output of £59.3 billion (Hutton, Foley and Irvine, 2022). And also, the consumption rate for leisure is increasing in the UK which points to the possible growth of the hotel industry as well. The socio-cultural factor also suggests the leisure spending behaviour of UK people and found that British people enjoy travelling for their leisure time. It has also been noticed that British people are highly health and environment conscious, and Best Western is highly rated for its healthy and premium environment at a low charge comparatively. Even though the UK is not the most prominent in the technological sector, the government of the country is investing a lot in research and development (Shojaei and Burgess, 2022). Also, the hospitality industry is flourished with the high technology necessary for profound hotel management regardless of the country’s technological disadvantage (Agbedahin, 2019). Advanced technology such as Mobile or digital check-in, contactless payments, interactive websites etc. are used in Best Western Manchester Altrincham Cresta Court Hotel to make sure all digital services are top-notch. There are very few legal barriers that Best Western Hotel has to deal with such as visitors' privacy, employees' wage and rights, regulatory eco-friendly environment etc. But regardless of these legal factors, Best Western does not face any other legal consequences for its activities. 
The SWOT analysis has highlighted that the main strength of the hotel is the large number of available rooms throughout the year and a suitable location for all kinds of people. Even in the main body of this report, it has been highlighted that all necessary things for a traveller, businessman or student are within an 8-mile radius of the hotel (sharetrip, 2020). But the main weakness of the hotel is Low employee satisfaction and which is the main driver for the high employee turnover rate as well. This problem can eventually become a threat if the quality of services decreased due to low employee satisfaction and then, other competitors might take its place. As the hospitality industry in the UK is already a red ocean market with high competition, this could result in low profitability for the hotel. But the hotel can utilize its employees by understanding their motivations and can increase employee satisfaction by bringing managerial changes or bringing changes in staffs role. This way the hotel can increase its quality of services and can increase its market share through a market penetration scheme. 
The following table illustrates the findings of this report. 
	Areas
	Findings

	Environment
	Best Western Manchester Altrincham Cresta Court Hotel has a great environment for all kinds of events, including weddings, meetings and events. The hotel also offers 100% eco-friendly services. 

	Facilities
	Free parking facility, free Wi-Fi, electric car charge, restaurants, off-site golf facility, no pets, lifts to all floors. 

	Employee management
	Poor employee management, low payment, and high employee turnover.

	Rooms 
	Best Western Manchester Altrincham Cresta Court Hotel has a total of 158 rooms with a medium price range. 


Best Western Manchester Altrincham Cresta Court Hotel has restaurants that are open every day at 5:00 PM and offer a wide variety of foods, from fresh seared salmon to vegetarian fare to slow cooked lamb rump and pasta (BestWesternManchester, 2021). The menu offers options for all diners, including those with special dietary needs, and even has a kids' section. In addition to being a convenient hotel for getting to the best of Manchester, the Best Western Cresta Court Hotel in Altrincham also features a restaurant that is among the best in the city.
It has also been found that the hotel has quite a poor employee management approach. The hotel is reported to pay comparatively lower compensations than its competitors which primarily drives the employees to move to other sectors. It has been noticed that the employees of best western have a very low work-life balance and the growth opportunities of the organisation are also pretty low. Even though the company has a culture of impartiality and fairness, the employee orientation culture is not as per global standards which is the greatest drawback highlighted in this report. 
The hotel also has off-site golf facilities where the visitors have to pay to play. Altrincham is considered to be one of the best charge courses in the North West because Timperley Brook runs through it. It has stunning views as well as a course which will motivate any level of golfer. This parkland course is only one mile from the hotel. It has eighteen holes and an average of 71.
Best Western Manchester Altrincham Cresta Court Hotel has 158 bedrooms and the quality of services is reported to be average. According to the review, 28% of visitors have rated the hotel's service as excellent and 33% rated it “very good” (Best Western, 2022). The hotel has free onsite parking facilities along with an electric car charging facility. But the hotel does not allow any pets except guiding, or assistance dogs. Along with this the hotel also has bar facilities, but the hotel is reported to pay low payments to the bartenders.
[bookmark: _tyjcwt]Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Budget

	1
	Poor employee management 
	To establish sustainable strategic management with a cost-leadership approach while taking the employee motivations into account to satisfy the employees. 
	Employee turnover shall reduce by 10% and receive positive feedback from the employees regarding the work environment.  
	4 months
	01/04/2023
	£20,000

	2
	High employee turnover
	Focusing more on employee engagement activities 
	To satisfy the employee motivations
	2 months
	01/02/2023
	£35,000



The analysis and studies in this report have found that the main problem of Best Western is the employee management approach which has driven them to low employee satisfaction and high employee turnover. To resolve these problems, Best Western should flourish its management approach with a proper strategic management approach. And for Best Western, the cost-leadership approach would be most appropriate as the hotel aims to provide top-notch services while charging a comparatively lower price.  But to establish the cost leadership approach effectively,  Best Western must ensure employee satisfaction.  To ensure employee satisfaction, Best Western have to create a positive and fun work environment within the organization while fulfilling employees' exaction by providing competitive compensation, rewarding and recognizing contributions, and creating transparent culture. And for that, £35,000 is required and allocated for the first evaluation all activities need to be done through several steps and the budget provided here would not be spent on a single site. Rather, the budget should be allocated to several sectors such as training the managers,  recruiting better employees,  establishing contractual employment etc. 
[bookmark: _3dy6vkm]Recommendations
· The management team has to come up with a fresh and sustainable strategic method to reposition the brand strategically.
· The management has to adopt the cost leadership strategy and place a greater emphasis on increasing employee engagement while simultaneously lowering the turnover rate.
· The management has to address concerns with employee satisfaction first to bring the turnover rate down and keep the existing customers satisfied.
· To keep the employees satisfied, management has to devise a working atmosphere that is both more inventive and entertaining.
· The management has to come up with a competitive pay plan that will not only gratify the demands of the employees but will also serve to keep them enthusiastic about their work.
· The management has to make sure that the employees are rewarded and recognized regularly in order to maintain the employees' motivation to do better than their peers.
· When talking with their employees, managers must maintain complete and total openness and transparency, and they must also make use of direct communication channels while conveying messages.
· The management will listen to the comments and ideas provided by employees about the nature of the working environment, and they will continue to seek areas in which they can make improvements.
· Rather than focusing on one particular area, the resources set aside to enhance the culture of the workforce should be allocated evenly throughout all departments in an effort to reduce employee turnover.
[bookmark: _1t3h5sf]Conclusion
The Best Western Manchester Altrincham Cresta Court Hotel is looking for new ways to improve its strategic orientation, and the goal of this paper is to investigate those new possibilities. The hotel's prime location in the city ensures a steady stream of guests. The hotel has enough rooms to accommodate its large number of customers. People in the area know and trust Cresta Court because it provides excellent care at affordable rates. Being a member of one of the world's leading hotel management chains is a significant advantage. According to the findings of the study of the macroenvironment, the management has access to a growth environment that is somewhat conducive to their needs and free from significant risks. Even with all of these internal and external benefits, management is still having some trouble ensuring that customers are happy with the service they get. A close inspection reveals that customers are unhappy with the service provided. This was the result of an unsatisfactory work environment and dissatisfied employees. This problem is seen as a major risk and a constraint to profitability over the long term. To address this issue, management is advised to implement a new sustainable strategic management method. This method is used to accomplish company objectives by capitalising on external opportunities with in-house resources. The ability to charge competitive pricing is a strength that may be used by management to adopt a cost-leadership stance. This will make it possible for management to reallocate their resources and focus their emphasis on retaining employees. Employee turnover may be reduced if management is more open and communicative with workers and offers frequent rewards and incentives. When employees are happy, they will provide better services, which will, in turn, lead to increased client retention.
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