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Report Introduction and the Current State of the Chosen Company 
Drayton Manor Resort (DMR), which is in Staffordshire, Drayton Basset, is a well-known family theme park which has been opened for approximately 75 years. Since being opened in the 1950’s it has now expanded with an onsite four-star hotel, zoo, and Europe’s only Thomas land. 
DMR is currently navigating significant challenges within a fast-changing business environment. As the newly appointed change manger, this report will focus on developing a carefully thought change plan to ensure that the business’s long term succuss aligns with their vision. This report will analyse and explain how the external factors such as digital disruption, digital consumer engagement, and Artificial Intelligence (AI), alongside the internal challenges such as, efficiency in operations and workforce adaptability impacted the company. Furthermore, this report will outline the strategies to enhance the sustainability, innovation and organisational resilience, by using the Lewins change model and a democratic leadership approach. 
Since COVID-19 many leisure sector and tourism businesses have been majorly affected (Roberts, 2021). Many other businesses such as Merlin Entertainments faced operation closures, reduced guest numbers, and overall, a huge revenue loss (RideRater, 2024). In early 2020 Storm Dennis caused heavy floods in the park which caused a delay in opening the business, following which COVID-19 restrictions further caused a fall in demand, which led to the business going into administration (News, 2020). Spending money on entertainment was not on people’s priorities as a lot of employees across the UK faced job losses or reduced hours. 
The family run business was brought by the looping group in august 2020, which is a European operator of leisure parks .The looping group retailed the existing workforce which was around 600 employees and invested in the development to strengthen its financial stability (Group, 2020).
Since the looping group have taken over, they have pursued several plans such as introducing the Vikings themed area with new rides such as Thor, Loki, Jörmungandr and Gold Rush. They shifted their focus from thrill rides to focus more on family friendly rides and experiences. They repositioned themselves in the post-pandemic environment with rebranding and renaming the business name from ‘Drayton Manor Theme Park’ to Drayton Manor Resort (GmbH, 2025).


Analysis of DMR’s Recent History and Environmental Changes 
Over the recent years DMR has undergone a lot of changes due to internal and external environmental factors. The company was a family run business for decades, but they faced significant financial strains due to a fall in demand, increasing operational costs, and the disruption which was caused by the COVID-19 pandemic. Shortly after, these pressures resulted to the business going into administration and was then took over by the looping group in 2020. This marked a turning point for DMR, there was a serious need for a strategic change as the business shifted to digitalisation, competitiveness and unpredictable (Manor, 2020).
This report will use an external and an internal environment analysis framework which are the PESTLE and SWOT analysis to examine the triggers and how they have affected the company. 
External Environment Analysis 
1. Digital Disruption- Trigger One (Technological Factor)
The digital disruption has been very beneficial for the leisure and tourism industry. Customers prefer online booking systems, mobile applications, and personalised digital experiences in today’s modern world. According to PWC (2024) Merlin Entertainments invested heavily in digital systems, virtual queueing, AI-driven customer insights, and mobile engagement (PricewaterhouseCoopers, 2024). The lack of digitalised systems at Drayton Manor became a competitive disadvantage for DMR. The slow online booking systems, lack of mobile functioning and AI for customer experiences impacted the guest experience and operational efficiency. This external trigger affects all stakeholders within the organisation, such as the customers and all employees from the marketing team to the frontline staff and ride operators. 
The marketing teams struggle to promote promotions without the upgraded digital systems, and the operational staff face inefficiencies in managing visitor flow. The customers at the resort experience slower, less interactive pre-visit and on-site processes. This highlighted the urgency for a heavy digital investment to improve the operational efficiency and meet customer demands with exceptional guest experiences (Agustiawan Djoko Baruno and Meithiana Indrasari, 2025).

2. Economic and Social Shifts Post-COVID-19- Trigger Two (Economic and Social Factors)
In 2020 the COVID-19 pandemic restrictions caused a collapse in visitor numbers. It forced temporary closures which resulted in loss of revenue. With the heightened safety regulations, reduced visitor capacity, and increasingly consumers paying closer attention health risks, DMR faced operational constraints after reopening (Hutton, Foley and Irvine, 2025). 
The economic changing in the rising inflation and the cost-of-living crisis resulted in households shifting their spending away from leisure activities. This directly impacted DMR’s ticket sales and in park purchases. These external triggers influenced the whole organisation such as the frontline staff faced job insecurity and a change in their working patterns. The management struggled to manage revenue instability and budgeting challenges. Lastly the guests became more value focused and expected high quality experiences with less spending (Lahari Ramuni, 2021).
Internal Environment Analysis
3. Operational Inefficiencies- Trigger Three (Technological Factor)
Before the Looping group took over the business, the parks operations had become outdated and was in need for a desperate makeover. All the maintenance was done manually and internally the lack of digitalisation made the operational processes much slower compared to modern industry standards (Griffin, 2025).
These inefficiencies affected rider operators who faced unpredictable maintenance delays. The customer services team were also affected as the queues for complaints for ride closures were long, which reduced visitor satisfaction. The management’s decision making relied on limited data insights, this made decision making much harder. This internal trigger made the need for a digital transformation to make better informed decisions and process modernisation (Bharadwaj et al., 2013). 
4. Cultural and Workforce Challenges- Trigger Four (Social Factor)
The organisational culture, which was shaped historically by a family ownership, struggled to adapt to modern day demands of technology. The staff training, digital literacy, and monitoring performance were not aligned with the changing market expectations. Many of the current employees lacked in digital skills which were necessary to support the new systems, this created a resistance to change in restructuring. This cultural change impacted everyone within the organisation, this made it a huge trigger which required a structured  change management. Cultural resistance affects morale and adoption of new systems, while operational inefficiencies impact guest satisfaction and revenue (Kotter and Schlesinger, 2008).
PESTLE Analysis- 
An external PESTLE analysis is conducted to highlight the forces and why there is a need for a strategic change for DMR to remain competitive, efficient, and responsive to current market demands (Makos, 2024) (Refer to Appendix 1). 
Political- Compliance with health, safety, and zoo regulations increases operational demands, while post-COVID sanitation, capacity limits, and staffing requirements add complexity and cost.
Economic- Rising inflation and living costs reduce visitor spending. COVID-19 closures caused major revenue losses and led to administration in 2020, while acquisition by the Looping Group brought investment and organisational restructuring.
Social- Guests now expect digital convenience, sustainable practices, and personalised experiences, with younger visitors demanding online booking, app navigation, and interactive attractions.
Technological- The competitors use of AI, VR, and digital ticketing raises expectations, DMR’s adoption remains limited.
Legal- GDPR, employment, and safety laws increase costs and risk.
Environmental- Sustainability initiatives enhance reputation but need long-term investment.
DMR benefits from a strong family-friendly brand and a wide range of attractions, giving it a solid foundation for future growth. However, to stay competitive and take advantage of emerging opportunities, the resort must address its technological weaknesses, modernise operations, and remain responsive to external pressures. A SWOT analysis is conducted to highlight the strengths, weaknesses, opportunities and threats (Gurel and Tat, 2017) (Refer to Appendix 2). 
Evaluation of Change Management Models and Strategic Change at Drayton Manor Resort
DMR has experienced significant change over the last few years due to technology shifts, new customer expectations, and financial instability due to COVID-19 pandemic. The external as well as the internal triggers created the need for a structured change. It is essential to evaluate the appropriate change management models that can help guide transformation and help overcome any resistance. There are various change management models such as the ADKAR model, Kotter’s Eight Steps, and the Lewins Three Stage Change Model. This report will use the Lewins model as it is the most effective foundation for the situation at DMR due to the simplicity of the model (Kaur Chahal, 2025).
The Lewin’s model (1951) highlights that a successful organisational change occurs in three stages which are, Unfreeze, Change, and Refreeze. This model is the most appropriate model for DMR because the business is going through instability and undergoing a cultural change after it has been taken over by the Looping group in 2020. The business is dealing with staff anxieties which stemmed from digital disruption, and new operational demands. DMR’s employees are used to the traditional, more manual processes, and a family-run structure. Therefore, the change which is required should be carefully prepared, with clear communication, and ongoing support, these are all central features of the Lewin’s model (Vasel, 2025). 
Stage One – Unfreeze – Identifying the Need for Change 
The unfreezing stage requires the business to break down old habits, assumptions, and any resistance to prepare the organisation for the change. At Drayton Manor, this began with acknowledging key triggers of change. 
1. Digital 	Disruption- Customers expect online booking systems, mobile applications, digital personalised experiences, and AI-driven customer services. 
2. Operational Inefficiencies- Manual processes at the resort slows down operations, causes maintenance delays, long ride queues and inconsistent guest experiences. 
3. Post Pandemic Behavioural Shifts- After the covid-19 pandemic visitors demand increased hygiene practices e.g., face masks, hand sanitisers, social distancing and safety. 
4. Cultural Misalignment- As the staff are accustomed to traditional practices, they may struggle to adapt to modern digital tools. 
As Change Manager, the first thing is to make everyone in the organisation aware of the challenges Drayton Manor is facing. This means being transparent with the staff and showing them evidence such as, falling visitor numbers, rising customer complaints, and how their competitors are improving faster than them. This is all done to help them understand why the change is essential. It is equally important to recognise how this situation affects people on a personal level. Many employees may worry about job security, feeling anxious about learning new technology, or even be unsure of what the future holds for DMR. Acknowledging the employee’s emotions will be key to building trust and encouraging staff to support the change (Hussain et al., 2018).
To help everyone at DMR prepare for change, several practical steps can be taken. The first approach is to hold open conversations where leader can clearly explain why the change is needed and how it will benefit the staff through smoother processes, better job security, and happier guests. By involving employees through training workshops and feedback surveys will give them a voice and show that their opinions matter. It can help to identify positive, motivated staff members who can act as role models and support others through the transition. Providing reassurance and offering early training can also ease anxiety and help people feel more confident. By building this shared understanding, the organisation can gradually move away from old habits and become more open and ready for new ways of working (Hussain et al., 2018).
Stage Two- Change- Implementing New Strategies and Systems
Once the employees are prepared and understand the need for the change, DMR can then move into the transition phase. In this phase this is where the new processes, technologies, and behaviours are implemented. The key changes include digital transformation, operational improvements and cultural and workforce developments. 
Digital Transformation- 
· DMR should upgrade the online booking system for much faster and smoother online process systems. 
· They should develop a digital mobile application for ride queues, digital maps, and food and beverage bookings. 
· The business should also implement AI-powered Customer Relationship Management (CRM) tools to personalise guest experiences, and to personalise marketing. 
· By using predictive maintenance tools DMR will be able to spot issues early and keep the rides running safely and reliably (Tetteh et al., 2025).
Operational Improvements- 
· The business should redesign the maintenance schedules based on the digital tracking systems.
· They should streamline the guest entry and queue management through digital scanning, and automated systems. 
· Provide customer service training to employees so they can easily and comfortably use the new technological tools (Tetteh et al., 2025). 
 
Cultural and Workforce Developments-
· The company should provide digital literacy training across the whole organisation.
· They should encourage different department to work together so teams don’t feel isolated and overall improve communication. 
· DMR should get their staff to share ideas with each other to help drive long-term improvements and innovation. 
At this stage, communication is very crucial, the staff need ongoing support, clear explanations, and regular chances to share their thoughts or concerns. Line managers play a key role to help reinforce the new expectations and guide their teams through any uncertainty. The transition period can be stressful, but leaders must stay visible, approachable, and ready to adapt plans based on the feedback they receive (Tenakwah and Watson, 2024). 
Stage Three- Refreeze- Embedding the Change into the Organisation
The final stage of the Lewin’s model is to stabilise the organisation so that the new behaviours become normal. DMR must ensure that the digital tools, improvised processes, and the cultural changes become a part of the daily operations. 
To achieve this, DMR must:
· Build the new digital systems into everyday tasks and have regular staff performance reviews so they become part of normal working routines.
· Offer regular training to help employees build confidence and to prevent skills from fading overtime. 
· DMR should recognise and celebrate small wins such as, shorter queues, happier guests, or positive comments from staff.
· New policies and procedures should be updated to match the new technology and working behaviours. 
· Finally, the communication should always remain open to ensure the employees feel supported and know that their voice still matters (Puolakanaho, 2025). 
The refreezing stage will ensure that the employees do not revert to the old habits, and that the change becomes more permanent rather than a short-term adjustment (Lewin,1951). 
Evaluation of How Change Was Managed and the Role of Leadership at DMR, Including Cultural Impacts and COVID-19
Managing change at DMR has been influenced by a mix of internal challenges, outdated processes and a resistant, traditional culture. As well as the external pressures such as new digital trends, financial uncertainty, and the major disruption which was caused by COVID-19. To understand how well the resort handled these changes, it is important to look at both the leadership style used and the existing workplace culture, as these factors play a big role in whether the change will succeed or struggle. As Change Manager, adopting a democratic leadership style is valuable. It will help guide the resort through uncertainty, involve staff in decision-making, and support the rebuilding of stability after the pandemic dramatically affected the business (Yildiz et al., 2023).
The Role of Leadership in Managing Change-
Leadership has a major influence on how employees react to change. Historically, DMR followed a more traditional style of decision-making. This worked well for day-to-day operations, but it became a challenge when the resort needed to modernise quickly and adopt new digital systems. Many employees were used to the old ways of working and had little experience with new upgraded technologies or updated customer service methods. As a result, early attempts at change were slow and met with resistance (Hoang et al., 2025). 
DMR adopted a democratic leadership style, where staff were actively involved in decision-making. This approach focuses on open communication, working together to solve problems, sharing responsibility, and listening to the employee’s ideas. For a leisure and tourism business recovering from disruption, this style worked well. It encourages staff to speak up, share suggestions, and take ownership of the changes happening around them. Rather than them feeling that the change is being forced on them, the employees will see themselves as partners in shaping the resort’s future (Imran et al., 2025).
With the democratic leadership style, the managers take on the role of facilitators rather than simply giving orders which is the case with autocratic leadership style. They lead discussions, encourage teams from different departments to work together, and help build agreement around decisions. This approach is particularly useful when introducing new technologies such as, upgraded booking systems, mobile apps, or AI-powered customer tools. The staff are more likely to embrace unfamiliar systems when they’re involved in the process and understand how the changes benefit them. By doing this it will help build trust when employees may be feeling uncertain, worried about job security, or under emotional stress (Imran et al., 2025).
Impact of COVID-19 on Drayton Manor and Staff Culture-
The COVID-19 pandemic had a huge impact on the leisure and theme park industry, and DMR was no exception. Forced closures, limited visitor numbers, social distancing rules, and financial losses created major challenges for the resort. It also caused loss of revenue, change of visitor habits, the need to improve hygiene, follow new safety protocols, and introduce digital tools like contactless booking and mobile ticketing. The pandemic also caused significant anxiety among staff, with many worrying about job security, returning safely to work, and how the resort would adapt to these new demands (Roberts, 2021).
All the above stated challenges made it clear that DMR needed a cultural shift. Before the pandemic, the workplace was built on tradition and routine, with many long-serving employees comfortable with familiar ways of doing things. After COVID-19, however, the resort needed staff to be more adaptable and open to change. Employees had to learn new digital systems, handle fluctuating visitor numbers, and follow updated hygiene and safety procedures. This added pressure and stress made strong, supportive leadership even more important (Tenakwah and Watson, 2024).
COVID-19 also highlighted how important clear communication and visible leadership is. Staff need reassurance, straightforward guidance, and regular updates as rules and policies keep changing. Using a democratic leadership style help meet these needs by involving employees in safety discussions, listening to their concerns, and giving them a chance to suggest ways to improve operations. This inclusive approach help’s ease anxiety and creates a sense of togetherness, even during challenging times. 
Leadership During the Change Process- 
During the transformation process after COVID-19, democratic leadership supported positive change at Drayton Manor in several ways such as encouraging participation, strengthening transparency, building a supportive culture, and empowering teams (Imran et al., 2025).
Encouraging Participation- 
Managers encouraged the staff to talk openly about their experiences, point out what was not working, and suggest any possible solutions. This involvement helped reveal problems that senior leaders might not have noticed, such as issues with guest flow or staffing pressures. When employees felt listened to and appreciated, they became more willing to learn new systems and support long-term improvements (Imran et al., 2025).
Strengthening Transparency-
Holding regular meetings, updates, and open forums helped keep all the staff informed about why the changes were necessary and how they would support the resort’s recovery and long-term success. Being open and honest with staff helped rebuild trust and ease the worries that raised after the major disruption ‘COVID-19’ (Imran et al., 2025).

Building a Supportive Culture- 
By showing empathy, recognising how the changes were affecting people, and offering the right training, leaders created an environment where staff felt comfortable speaking up or asking for help. This made the workplace more collaborative and reduced resistance to the changes being introduced (Rahman and Castelli, 2013).
Empowering Teams- 
Democratic leadership gave the departments at DMR the confidence and authority to take ownership of the changes being introduced. Ride operators, customer service staff, and maintenance teams were encouraged to work together, try out new ideas, and suggest improvements. This sense of involvement boosted morale and helped everyone feel united around the same goals (Imran et al., 2025).
Cultural Impact on Change Management-
The culture at DMR was close-knit, routine-focused, and family-oriented and brought both benefits and challenges during periods of change. While strong loyalty and long-term employee relationships created stability, however it made some staff hesitant to adopt new technologies or ways of working. After COVID-19, the culture became even more cautious, as employees worried about safety, changes to their workload, and financial security (Lahari Ramuni, 2021).
Using a democratic leadership approach helps shift this culture towards openness and adaptability. By involving staff in decisions, offering reassurance, and recognising their contributions, leaders can encourage employees to embrace innovation rather than resist it. Over time, this approach will strengthen resilience and prepare DMR to handle future challenges more effectively (Imran et al., 2025).
Strategic Change Management Plan
To help DMR stay competitive and deal with the internal and external challenges it faces, a well-planned change strategy is essential. The aim of this plan is to improve the resort’s digital systems, make daily operations more efficient, and create a better experience for guests. It will also support staff as they adjust to the new ways of working. The plan sets out the proposed changes, the goals behind them, the financial requirements, how the changes will be communicated, and how the progress will be evaluated (Al-Moaid and Almarhdi, 2024).


1. The Proposed Change
The main change DMR needs to make is to introduce a full digital transformation programme. This involves upgrading the booking and ticketing systems, adding mobile and contactless options, using AI to better understand customer behaviour, and applying predictive maintenance technology to keep rides running smoothly. These changes are a direct response to external pressures such as digital disruption, rising customer expectations, and the post-COVID need for safer and more convenient services.
Inside the organisation, this transformation will help fix existing problems like inefficient processes, outdated technology, and limited use of data in decision making. Improving the digital capability will also support long-term growth by making operations more reliable, reducing queue times, and improving the overall experience for visitors (Dang and Nguyen, 2023).
2. The objectives of the change 
The main goals of the proposed change are:
· Improved customer services will reduce queue times, increase online engagement, and streamline bookings through mobile apps. 
· Enhance operational efficiency by using predictive maintenance technology to cut ride downtimes and improve staff scheduling and resource planning with the help of digital technology systems. 
· Strengthening financial performance can be done by an increase in visitor numbers and a boost on-site spending through personalised offers created with customer data insights.
· Developing staff digital skills and adaptability will ensure that employees complete digital training within the first six months. DMR should promote a culture that supports innovation and teamwork across departments.
· To improve long-term resilience DMR should put systems and processes in place that allow the resort to adapt quickly to future disruptions, whether they are technological, economic, or related to public health (Andersen, 2024).

3. Financial Plan
This transformation will require a careful financial investment, but it is designed to deliver strong long-term benefits. The main costs include:
· System upgrades (£350,000–£500,000):
Updating the booking system, creating a mobile app, and introducing AI tools.
· Predictive maintenance technology (£150,000):
Installing sensors and software to monitor rides in real time.
· Staff training and development (£75,000):
Providing digital skills training, workshops, and role-specific learning.
· Marketing and digital communication (£50,000):
Launching campaigns to promote new digital features like mobile ticketing.
· Contingency fund (10% of total):
Reserved for unexpected expenses or additional improvements.
· Total Estimated Investment: £650,000–£800,000.
The return on this investment is expected to come from increased ticket sales, better ride reliability which will lead to positive guest reviews, higher secondary spending, and reduced operational waste from improved planning and maintenance (Dataintelo and Patel, 2025).
4. Communication Plan
Clear and consistent communication is vital to reduce resistance. Helping staff understand why the changes are happening and how they will benefit them will provide reassurance (Reed, 2020).
Key communication steps include:
· Launch Meeting: 
Conduct group meetings to explain the goals of the digital transformation, the timeline, and how staff will be involved.
· Department Briefings:
Focused sessions for operations, customer service, maintenance, and retail teams to show how the changes will affect their daily work.
· Regular Updates: 
Monthly newsletters, email summaries, and noticeboard posts to keep everyone informed about progress and upcoming changes.
· Feedback Channels:
Anonymous surveys, suggestion boxes, and open forums so staff can share their concerns or ideas.
· Change Champions: 
Staff members from each department who support their teams, encourage participation, and demonstrate positive engagement.
This communication strategy supports a democratic leadership style by promoting transparency, collaboration, and shared responsibility (Reed, 2020).
5. Evaluation Plan 
Evaluation is crucial to make sure the change stays on track and delivers real, measurable improvements (Kokel et al., 2025).
The main evaluation methods include:
· Performance Metrics: 
- Reductions in queue times
- Ride downtime data
- Ticketing and check-in efficiency
- Guest satisfaction scores
- Number of online and mobile bookings
· Staff Feedback and Engagement: Surveys and focus groups to understand how confident employees feel using the new systems.
· Financial Performance: Growth in revenue
- Increase in visitor numbers
- Higher secondary spending per guest
· Technology Usage Analysis:
Tracking how many visitors use mobile ticketing, how often the app is used, and how reliable the new systems are.
· Quarterly Progress Reviews:
Meetings with leadership and department heads to review progress, discuss challenges, and adjust plans where needed.
· End of year Evaluation:
A full assessment to see whether the objectives were met and to identify areas for further improvement (Kokel et al., 2025).
Conclusion 
DMR is operating in a fast-changing environment shaped by new technologies, rising customer expectations, and the ongoing effects of COVID-19. These challenges make it clear that the resort needs a well-planned approach to change. This report has shown that using Lewin’s Change Model, along with a democratic leadership style, can help the organisation shift from traditional ways of working to more modern, efficient, and customer-focused practices. The proposed digital improvements combined with better staff training, clearer communication, and a more collaborative culture will provide a strong foundation for improving operations and boosting the guest experience. By building internal skills and adopting new technologies, the resort will be better prepared for future challenges and shifts in the market. Overall, these changes will help DMR become more resilient, stay competitive, and continue growing in an increasingly digital and demanding leisure industry (Sharma et al., 2021).
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Appendix 1 
PESTLE Analysis 

	
PESTLE Factor 

	
                                              Key Points 

	
Political 

	· Health and Safety Regulations- Following ride inspections and safety rules increases daily operational demands and costs.
· Food Hygiene and Animal Welfare- Strict standards for the zoo and food outlets add extra responsibilities and the risk of reputational damage if not met.
· Post-COVID-19 Regulations- Enhanced cleaning, capacity limits, and staffing requirements made operations more complex and costly. 


	
Economic

	· Inflation and a Rise in Cost of Living- Higher living costs meant visitors had less disposable income, leading to lower ticket sales and reduced spending within the park. 
· COVID-19 Pandemic- Park closures and restrictions caused a drop in revenue, which resulted in financial difficulties and the resort entering administration in 2020.
· Acquisition By Looping Group- The takeover brought a well needed investment and stability, while also triggering internal restructuring to align Drayton Manor with the parent company’s broader strategy.

	
Social

	· Changing Customer Preferences- Families now prefer digital convenience, sustainable practices, and personalised experiences when planning leisure activities.
· Expectations of Younger Generations- Young visitors expect online booking, mobile app navigation, and interactive attractions.



	
Technological

	· Digital Disruption- Competitors like Alton Towers and Thorpe Park use digital ticketing, VR experiences, and AI analytics, raising customer expectations.
· AI Integration- Drayton Manor has introduced mobile ticketing, website improvements, and AI-based CRM, but adoption of advanced technologies is still limited.
· Competitive Impact- The slower pace of technology adoption reduces the resort’s competitive advantage in the leisure industry.

	
Legal

	· Data Protection (GDPR)- The resort must handle customer data carefully and comply with GDPR to avoid fines and legal problems.
· Employment Regulations- Changes in minimum wage and employment contracts increase staffing costs and affect budgeting.
· Ride Inspections and Animal Welfare- Following ride safety and zoo regulations adds operational costs, and failure to comply could result in fines and damage the resort’s reputation.


	
Environmental

	· Sustainability and Eco-Friendly Practices- Guests expect businesses to operate in an environment friendly way. By implementing initiatives such as recycling programs, reducing plastic use, and investing in renewable energy, Drayton Manor can enhance its reputation. However, these sustainable practices also require ongoing, long-term investment.













Appendix 2
SWOT Analysis 

	                         Strengths 
· Well-known, family-friendly brand
· Diverse attractions including theme park, zoo, hotel, and seasonal events 
· Financial backing and international expertise from the Looping Group
· Strong safety record and community recognition (WABSOLUTE GmbH, 2025b)

	                         Weaknesses
· Slow technological adoption 
· Limited digital ticketing, AI, CRM
· Historical financial instability
· Outdated operational processes (WABSOLUTE GmbH, 2024)
· Lower marketing reach compared to competitors such as, Merlin Entertainments (Griffin, 2025)
· Seasonal revenue fluctuations

	                      Opportunities 
· Post-COVID “staycation” trends
· Digital transformation to improve efficiency (Roberts, 2021)
· AI-driven marketing to enhance targeting and customer loyalty
· Sustainability initiatives to appeal to environmentally conscious visitors (Dolnicar, 2020)
	                            Threats 
· Competitor innovation and promotional activity (Griffin, 2025)
· Rising operational costs such as, energy, staffing, maintenance
· Economic downturn reducing discretionary spending (Association, 2025)
· Visitors expect immersive, tech-driven experiences.







