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EXECUTIVE SUMMARY
Urban Heights Hotels is a multi-purpose destination with restaurants, accomodation and events. Economic growth has slowed sharply over the past three years. The hotel saw a steady decline in revenues, increased operating expenses and profits turned into huge losses. This report examines the hotel factors that contributed to its decline and proposes a turnaround strategy to restore its financial viability and reputation.






















INTRODUCTION

Located in a vibrant urban area, Urban Heights Hotel offers a wide range of services such as comfortable accommodation, fine dining, and timely events The hotel is known for its prime location and unique amenities available, making it a popular choice for tourists and businesspeople. Nevertheless, the hotel finances have declined significantly in recent years. The downturn is manifested by continued revenue losses, highly increased operating costs and customer satisfaction ratings

The Urban Heights Hotel is facing a serious financial crisis, as its turnover has fallen from £2,500,000 in 2021 to £1,800,000 in 2023. This represents a decline of 28% over the period indicated. Simultaneously of the same, the operating expenses of the company in 2021, from 1,800,000 to £2,300,000 in 2023, representing an increase of 27.8% This difference create a sharp decline in revenue, from £ 700,000 in 2021 to £500,000 in 2023. Capital loss of £200,000.

In addition to immediate economic indicators, the hotel balance sheet shows a decline in total assets from £5,450,000 in 2021 to £4,680,000 in 2023. The depreciation is primarily due to the depreciation of property and equipment, as well as available savings. At the same time, the cost of the hotel rise slightly from £3,250,000 in 2021 to £3,300,000 in 2023, exacerbating the financial crisis on the property. The share of the business is falling, 2,200,000 in 2021 to £1,380,000 in 2023, reflecting the overall depreciation of the project.
The primary goal of this research is to suggest a comprehensive course of action so that it will renew Urban Heights Hotel, recover its financial balance, and reconstruct its popularity.

FINANCIAL PERFORMANCE IN-DEPTH
1. Revenue Trends
Urban Heights Hotel revenue has shown a clear decline over the last three years, dropping significantly from £2,500,000 in 2021 to £1,800,000 in 2023. This 28% drop raises several challenges emphasizing the exposure faced by the hotel. The main reasons for this decline are:
1. The global tourism business saw a significant decline because of the COVID-19 pandemic. The implementation of travel restrictions, lockdown measures, and heightened health concerns resulted in a significant decline in both foreign and local travel. The decline in economic activity had a significant impact on the number of occupied hotel rooms, resulting in a major decrease in income (Gursoy, D. and Chi, C.G., 2020).
2. Rising competition: The hospitality sector has experienced a significant increase in alternative lodging choices, such as Airbnb and boutique hotels (Oskam, J. and Boswijk, A., 2016). These rivals frequently provide distinctive experiences and low prices, appealing to a consumer segment that may have previously preferred conventional hotels such as Urban Heights.
3. There is a noticeable shift in consumer preferences, as travellers are now more interested in personal accommodation and indulgence. Hotels that fail to adapt to these changing expectations risk losing market share, as the Urban Heights Hotel demonstrates.

2. Operating Expenses
The operating expenses have experienced a consistent increase, going from £1,800,000 in 2021 to £2,300,000 in 2023, representing a 27.8% growth over the span of three years. The increase in expenses, without a matching growth in revenue, suggests multiple inefficiencies within the hotel operations:

1. Poor Cost Control: The sharp increase in operating expenses indicates that the hotel failed to effectively control its costs. This could be due to lack of tight budget controls, excessive staffing, or procurement management which is ineffective.
2. Increased maintenance and utility costs: Maintenance and utility costs are expected to increase as hotel facilities become older. Poor maintenance and the need for frequent maintenance can have significant impact on operating costs.
3. Inflation and increased supplier costs have undoubtedly contributed to the surge in operational expenses. The hotel should consider reassessing its supplier contracts and exploring potential options to reduce costs (Salihoğlu, G. and Gezici, F., 2018).


3. Net Income
The net income has experienced a significant decline, plummeting from £700,000 in 2021 to a large loss of £500,000 in 2023. This trend highlights the urgent requirement for intervention to regain profitability. The factors responsible for this reduction include:

1. The sharp decline in revenue has adversely affected the hotel bottom line. Even if costs remain constant, such a sharp decline in revenue would severely depress profitability.
2. Currently, the hotel is facing financial challenges as operating expenses increase with a corresponding increase in revenue, resulting in a loss-making situation.
3. Inappropriate cost management techniques at the hotel are evident, resulting in unfairly high costs. It is important to implement strong cost control measures to reverse this trend.


KEY REASONS OF DECLINE
1. External Factors 

1. The COVID-19 pandemic, one of the major external influences, has severely affected the performance of the Urban Heights Hotel. Increased travel restrictions and health problems have got a significant and profound impact on domestic and international travel, resulting in a high reduction in travel (Jones, P. and Comfort, D., 2020). A sudden decline in tourism and corporate travel impacts its gross income which has fallen sharply. Despite reduced restrictions, continued health problems and changes in travel patterns affect hotel occupancy.
2. The wider economic downturn has significantly influenced the hotel's financial collapse. Economic volatility generally results in a decrease in consumers discretionary income, which subsequently impacts their expenditures on non-essential activities like recreational travel and dining outside the home (Ozdemir, Erkmen and Han, 2023). During economic downturns, firms often reduce costs, which leads to a reduction in business travel. This decline in business travel is particularly significant for urban hotels, as it is a major source of revenue for them.
3. The growth of alternative hotel options such as Airbnb, along with the surge in new hotels in the vicinity, has heightened competition. These options frequently provide unique and custom experiences, occasionally at reduced costs, appealing to a portion of the market that would typically have chosen to stay at hotels such as Urban Heights. In addition, the competitive environment may also comprise recently refurbished or more newer hotels that cater to the needs of current travellers.

2. Internal Factors

1. The increase in operating costs suggests notable faults in the hotel business. These errors may arise from different sources, such as inadequate resource allocation, old methods, and the absence of automation. Poor cost management can result in excessive spending in areas such as personnel, services, and maintenance (Almutairi, S. and Almunifi, A., 2020). A lack of efficient procedures and present management methods can worsen these problems, reducing the hotel's competitiveness.
2. The decline in the value of equipment and real estate from £5,000,000 in 2021 to £4,500,000 in 2023 underscores the issue of deteriorating infrastructure. As the assets of a hotel deteriorate, they lose their attraction to clients who are looking for modern services and experiences. Older buildings necessitate additional maintenance, resulting in higher operational expenses. Postponed repair might result in additional degradation of assets, ultimately affecting the guest experience and comfort.
3. Ensuring satisfied clients is vital for producing repeat business and creating referrals, both of which are indispensable for maintaining a steady stream of revenue. Decreased levels of pleasure can arise from multiple issues, such as inferior service, insufficient staff training, old facilities, and a deficiency of tailored guest experiences (PJ., et al 2023). Unfavourable reviews and low ratings on internet platforms can discourage potential guests and harm the hotel's brand, leading to decreased occupancy and profits.

TURNAROUND STRATEGY
To revive Urban Heights Hotel's financial well-being and competitive standing, it is crucial to implement a thorough turnaround plan that prioritises increasing revenue, controlling costs, improving customer happiness, and optimising assets. Create customised packages tailored to the needs of corporate clients, encompassing conference facilities, meeting rooms, and comprehensive business services (Solakis, Pena-Vinces and Lopez-Bonila., 2022). Collaborate with nearby enterprises to provide exclusive benefits for corporate clients. Establish co-working facilities and extended accommodation options specifically designed to accommodate individuals who work remotely. Provide fast internet connectivity, serene workspaces, and cosy living arrangements. Advertise brief local vacations to residents, including exclusive weekend prices, spa bundles, and themed activities. You have the option to implement additional amenities, such as spa packages, a pool lounge, a gym, and complimentary parking. Organise culinary workshops, wine samplings, and farm-to-table dining events to appeal to gastronomy aficionados. You have the option to arrange live music evenings as well as other entertainment events. Implementing a price plan is essential since it requires offering competitive rates and services that are on par with your competitors. Implement promotional strategies such as early bird discounts, last-minute specials, and loyalty programmes to incentivize reservations during less busy periods. Compose a package that includes accommodations, meals, beverages, and wellness services. Another important thing to consider is the necessity to renegotiate all contracts with suppliers and service providers. Monthly audits are essential in this situation to assess your monthly progress. (Su and Chen., 2020)

Ensuring customer satisfaction is vital, and it will be necessary to renovate and upgrade the hotel to meet the required standards. Enhance the guest rooms, public areas, and event spaces by incorporating modern furniture, advanced technology, and stylish décor to align with current standards. Utilise LED lighting as a more economically efficient option. Ensure regular maintenance to uphold the optimal state of facilities, swiftly addressing any signs of wear and tear to sustain a superior guest experience. Ensure that your personnel receive current training to maintain a high standard for your customers. Establish employee recognition and incentive initiatives to inspire and boost staff performance to elevate customer service standards (Rhou and Singal, 2020). Customers are required to provide their feedback. Therefore, it is necessary to establish feedback from consumers form, which may be done either online or in paper format. Utilise analytics tools to monitor and analyse patterns in feedback, pinpointing recurring problems and areas that require focus. Create a rapid response team to rapidly handle visitor complaints and feedback, guaranteeing timely resolution of issues and prioritising customer happiness.


CONCLUSION
Urban Heights Hotel has faced substantial financial difficulties in the last three years, as its revenues have decreased, operational expenses have risen, and customer satisfaction has declined, all of which have hurt its overall performance. However, the analysis presented shows that these problems, although significant, may be overcome. By implementing a meticulously designed and tactically sound turnaround plan, the hotel has the potential to recover its financial stability, rebuild its reputation, and establish a trajectory towards sustainable expansion. Urban Heights Hotel may expand its revenue sources and appeal to a wider range of customers by focusing on new market categories, including business travellers, remote workers, and local staycations. By engaging in the process of renegotiating supplier contracts and opting for local acquisition, it is possible to achieve additional cost reductions while simultaneously supporting and encouraging the local economy. Implementing strict expense monitoring tools will allow the hotel to detect and minimise unnecessary spending, guaranteeing a more streamlined and effective operation. By implementing a robust customer feedback system, the hotel will be able to consistently monitor and address guest preferences and issues, thereby promoting a culture of ongoing enhancement. The planned turnaround approach for Urban Heights Hotel is thorough and diverse, encompassing both internal and external elements that contribute to the hotel's current difficulties. The described steps necessitate strategic strategy, precise implementation, and dedicated leadership to achieve success. To overcome financial issues and achieve sustainable growth, the hotel should prioritise increasing revenue, managing costs, raising customer happiness, and optimising assets. (Mollina-Collado et al,. 2022)
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