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In this work, I intend to declare that the overall work concerning the report of ‘the Midland Haven Hotel’ represents my original work and AI has not been used.


Executive Summary 
The hotel Midland Haven constantly witnessed a decline in its financial performance in the past 3 years due to poor operating strategies and a lack of customer-focused initiatives. It has considerable potential to acquire its old status in the form of a premier destination by undertaking the strategic turnaround approach that supports managing the operation inefficiencies, old facilities, and services along with poor customer satisfaction rate. This revitalising approach amalgamates targeted infrastructure upgrades, and customer satisfaction, and modernises the initiative undertaken for marketing to acquire the competitive age and meet the changing preferences of the customer. Implementation of sustainable approaches and upgrading the digital marketing initiative can support the hotel to attract customers who are highly environmentally conscious and intent to use new technology apart from superior accommodation. 
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The ‘Midland Haven Hotel’, situated in the Midlands, was a well-known destination for vacationers as the hotel tends to give luxury services from its hotel, restaurant, bar, as well as event facilities (Michelin Guide, 2024). Nevertheless, in recent years, the hotel has encountered considerable financial as well as operational risks, resulting in minimising occupancy rates, declined revenues, and poor satisfaction acquired by customers. Several determinants have contributed to the downturn, incorporating exceeding competition from resorts, changing customer preferences, and a shortfall of investment in service quality and infrastructure.
The report intends to evaluate the way the financial performance of the hotel has degraded in the last 3 years by determining its internal and external scenario to understand the area of issue and formulate a significant turnaround strategy. The consideration of financial information as well as the market situation supports in reflecting the operational efficiencies along with the external pressure that has resulted in degrading the position of the hotel in a complex and dynamic hospitality sector. The consideration of strategic recommendations emphasises modernising the facilities, developing the service standard, and other features to add to the innovative marketing strategies to ensure that the Midland Haven Hotel can regain its position. The objective of the turnaround strategy is to restore the profit of the firm, attract customers and develop a positive brand image.
[bookmark: _dqprzvw3jj78][bookmark: _Toc181206155]Main Findings
[bookmark: _by89bqa6gt9p][bookmark: _Toc181206156]Financial performance analysis of Midland Haven Hotel over the past three years   
The ‘Midland Haven Hotel’ operated bar, restaurant and event facilities and had been once at the soaring height of success however the financial performance of the firm reflected a considerable decline in its performance in the past three years. The revenue of the firm generated in the year 2021 amounted to around £1,200,000 in the year 2022 and continued to further reduce to around £950,000 in the year 2023. This reflected a consistent decline of around 20.83% of its revenue over the last 3 years. This stated a considerable problem within the customer extension process and attraction strategy used. This issue could also be a resemblance of exceeding competition from the newly opened resorts along with the modern amenities installed in the hospitality firms followed by changing markets that required high-quality operation.
In the process of determining the average room rate along with the occupancy rate it critically reflected the financial downturn. The ARR reflected a reduction from around £260 in the year 2021 to around £210 in the year 2023 accounting for a considerable reduction of around 19.2%. This reduction in price outlined a considerable pricing strategy intending to attract diverse customers. However, it did not provide the desired impact in context to occupancy which also reduced from around 65% to around 50% during a similar time period. The concurrent reduction in the occupancy and AR ratio reflected this struggling situation of the hotel to manage the competitive edge within the market. Rather than generating considerable revenue the reduced figure of the financial performance of the organisation was reflected in effective promotional as well as operational approach which required urgent revaluation. 
The increasing operating cost recorded a hike from £900,000 in the year 2021 to £1,100,000 in the year 2023, accounting for an increase of 22.2%. This increase in the operating ratio without reflecting a considerable exceed in the revenue has consistently affected the profitability issue of the organisation. It is clearly witnessed that the net income of the organisation also reduced from around £300,000 in the year 2021 to a loss of around£150,000 in the year 2023. Such a degrading trend within the net income reflected the inefficiency of the organisation in managing the cost and stated that the hotel needs to overpay for the resources utilised and even face increasing expenses required for managing the facilities, utilities, and labour. Considering the balance sheet, it is regarded that the hotel overlap has declined from £2,150,000 in the year 2021 to around £1,850,000 in the year 2023, due to the depreciation of the equipment and property. This fall in the value of the assets tends to impair the capacity of the hotel to secure the financing needed in future for any kind of expansion. The equivalent, as well as the cash of the hotel, also reduced at a considerable rate from £100,000 to £20,000 in the last three years, and this impaired the flexibility of the firm to manage the immediate investment needed to run the operation. In the context of equity, the ratio declined from £620,000 in the year 2021 to around £300,000 in the year 2023, stating that the owner of the hotel encountered a minimisation of its hotel`s investment value. The reduction in equity reduces profitability (Yenidogan et al., 2021). The minimisation of equity along with increasing liability reflected a poor financial situation of the firm that risked the potential of the hotel to recognise future risks. 
[bookmark: _js5uiv8bp8yf][bookmark: _Toc181206157]The key reason behind the declining profitability considering real-world events and the current economy
The reduction in the profitability rate of Midland Haven Hotel tends to be attributed to diverse determinants, incorporating change preferences of the customers, increasing competition, and the wider economic impact of global situations like COVID-19 as well as increasing inflation (Lewer et al., 2020). The recognition of the prime reasons tends to support determining the highly effective strategies for restoring the profitability of the hotel and guaranteeing long-term resilience.
Impact laid by pandemic: The pandemic resulted in unprecedented issues within the hospitality industry, followed by travel restrictions, lockdowns, as well as social distancing approach of minimising hotel occupancy rates globally. The global hotel sector`s revenue was reduced by approximately 46% in the year 2020, and diverse establishments were not entirely recovered. ‘The Midland Haven Hotel’ encountered a similar problem as it was regarded that there was a reduction in the occupancy rate from around 65% in the year 2021 to around 50% in the year 2023 (Shapoval et al., 2021).
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Figure 1: Turnover rate in the tourism sector of the UK reduced by 26.0% after the pandemic
(Source: Roberts, 2021)
Exceeding competition and Saturation in the market: The Midlands area has encountered a consistent development of modern hotels as well as resorts that give advanced amenities and technology-based customer experiences like mobile check-ins as well as personalised services (IBISWorld, 2020). The outdated amenities, as well as services within Midland Haven Hotel, have been recognised within the aspect of customer reviews, which are not sufficient to meet the changing expectations of the customers (Tan and Despotis, 2021). The inability of the hotel to update the facilities within the hotel impaired its competitive edge, triggering the guests to opt for the newer as well as highly appealing alternatives in the region.
Changing preferences of the customer: The changing preferences of the customers in regard to unique travel experiences are vital factors (Tufft et al., 2024). Modern travellers are exceedingly intending to have more than just accommodating facilities and intend to have amenities that elevate their overall experience, incorporating wellness facilities, sustainable approaches as well as local cultural absorption. Midland Haven Hotel, continued to remain stagnant while making contributions to the reducing popularity. According to Deloitte, (2023), around 59% of travellers make use of sustainability as a vital determinant when selecting accommodations, reflecting an exceeding trend toward conscious customers which is required by the Midland Haven to tackle.
Economic Pressures and Inflation: The recent economy outlines considerable issues due to exceeding inflation rates resulting in exceeding operational costs. From the year 2021 to 2023, it is regarded that the inflation rate within the UK tends to exceed, accounting for around 11% between 2022 to 2023. This stress tends to affect the operating expenses of the hotel, and it accounted for an increase of around 22.2% from 2021 to 2023. The rate of vital supplies, labour, as well as utilities also increased, which further reduced the profit margins (Statista, 2024). In order to achieve a competitive edge, the hotel managed the ARR rate at a lower ratio and this amalgamated the exceeding expenses and affected profitability in a negative manner.
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Figure 2: Increasing inflation rate leads to reducing buying capabilities of customers and exceeding operating cost
(Source: Statista, 2024)
Customer satisfaction and feedback evaluation: The feedback of the customer reflected a reading rate of satisfaction with specialised concerns associated with room cleanliness, service standard as well as food offerings. Diverse online reviews reflected the hotel's failure to achieve the expectations. The hotel even failed to achieve a CRM system for managing and responding to feedback (Pizam et al., 2022). The negative review reflected unaddressed and damaged the online reputation of the hotel. Competing hotels tend to be proactive in handling the online presence as well as customer interaction while elevating brand loyalty.   
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In order to restore financial health as well as the position of Midland Haven Hotel in the form of a premier destination once again, a comprehensive turnaround strategy is vital that is concerned with elevating customer satisfaction, managing costs, elevating marketing efforts, and upgrading the facilities in the hotel (Pereira-Moliner et al., 2021). The strategy below gives a specialised approach to repositioning the hotel in the changing market.
Staff Training and Development: It is regarded that the development of service qualities is highly important for gaining the trust of the customer again (Calinaud et al., 2021). It is important that the hotel makes considerable investment within the staff training process that gives concern on customer service standards, attention to every detail and elevating operations. Training needs to focus on the region reflected in the customer feedback like prompt service, communication and cleanliness.
Customer-focused features as well as services: Changing the preferences of the customer is important at the hotel giving concern on integrating additional amenities that elevate the experience of the guest like providing a fitness centre or small wellness area along with susnable solitaries complimentary Wi-Fi and in-room dining choices. Integrating a loyalty program could support elevating the ratio of the repetitive visits of guests by promoting customers for a repetitive visit (Solas, 2023).
Elevating Customer Feedback Mechanism: The development of an effective feedback system is important as it supports the hotel to observe the satisfaction rate of the customer and provide adjustments as per their requirement to provide personalisation (Zientara et al., 2024). For instance, providing a digital feedback form and evaluating the online review could support recognising the gap in the service and managing the complaint in a more efficient manner.
Infrastructure Upgradation is needed: It is recognised that the hotel acquired outdated facilities and required a considerable renovation plan. This required that the company give priority to the upgradation of guest rooms, bathrooms, and common areas to develop the visual appeal of the hotel (Tuomi et al., 2021). The inclusion of budget-friendly renovation could incorporate new furniture, fresh paint, and changing lights to develop a highly inviting atmosphere in the hotel.
Sustainable approaches: Modern travellers often favour environmentally friendly hotels. Implementing sustainability measures, such as energy-efficient lighting, water-saving fixtures, and waste-reduction programs, could not just appeal to eco-conscious customers (Yildiz et al., 2024). However, it also reduces operational costs over time. Midland Haven could also highlight these initiatives in its marketing materials to attract sustainability-focused travellers.
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It is concluded that in the circumstances of post-pandemic like minimised business travel along with customer consciousness toward health and other factors resulted in affecting the occupancy rates, as diverse customers give priority to safety, and hygiene, while minimised expenses. The constant increase in competition tends to give an elevated standard of service as well as leisure, which appeals to modern travellers. Diverse determinants have contributed to the downturn of Midland Haven Hotel, incorporating exceeding competition from resorts, changing customer preferences, and a shortfall of investment in service quality and infrastructure.
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It is regarded that in order to significantly implement the repositioning strategies the firm needs to first give a complete check-in of existing operation and change it to support the implication of strategies. This needs the firm to adhere to the following recommendations.
· The firm is required to diversify the investors by telling the overall repositioning plan to gain their trust and ensure that their investment could support them in terms of financial gain due to the dedicated team and innovative approach of the firm along with experience in the sector. 
· The firm in competitive edge needs to diversify its revenue stream and this needs the firm to integrate new operations in its hotel like opening cafes, boutique hotels and travel pods to continue to engage with the diversified customers. 
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