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This report reflected upon developing a new landscape for customer care in the chosen organization The Ritz Hotel London. All the tasks of the assignment focus on reshaping the strategic decisions and direction of the company creatively in order to discover a new path of delivering innovative customer care services. It would focus on ensuring sustainable competitive advantages and future resilience against the crisis of pandemics. Therefore, the assignment presents a strategic analysis of The Ritz London by undertaking the internal and external analysis along with evaluating the strategic options to improve customer care. The contemporary strategic management issues would be evaluated through the understanding of comparative and development strategies within the organization. Furthermore, it would focus on the effective implementation of the proposed strategies in different areas of the organization.
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Customer care described how the people on the customers are being treated or interacted with by the executives of a particular brand. Customer care includes their expectations, experiences, and preferences with the company along with the executive during interacting about their issues and purchasing products and services. Customer care plays an essential role in the aspect of improving Customer services because it fosters business growth and effective relationship between the community and the brand. The number of customers is increasing and the expectations of them are continuously rising with it. At the same time, the business organizations needed to deal with the crisis of covid-19 issues and its impact on increasing pressure on operating the business efficiently along with lowering the cost. Therefore, demonstrating the new landscape for customer care at Ritz London is extremely important to improve the value of the business and maintain proper satisfaction of their customers. The customers of The Ritz London are highly expected to focus on personal support and quick services 24/7. Moreover, 75% of customer care executive leaders in the organization, therefore, reflected upon the expectations of the customers and enhanced the strategy to meet those.
Ritz London is an eminent 5-star luxury restaurant that has been able to facilitate its customers with Luxurious stay. Visually and structurally, the American style hotel is design with sparkling chandeliers and lofty proportion of grand vistas. With the brand, the hotel chain provides employment scopes to more than 150 employees (The Ritz London | 5 Star Hotel in Mayfair, 2022). Further it generates a revenue from both restaurant and hotel chain. Reflecting upon the strategic analysis, the brand has been able to strengthen their marketing attributes in improving road and functionality. 
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The purpose of strategic analysis and critical evaluation of strategic options reflects upon analyzing the internal and external environment of the organization. It focuses on evaluating the current strategies and developing strategic alternatives for successful business management (Morgan et al., 2019). The effectiveness of strategic planning depends on the leadership style, infrastructure of the organization, culture, previous planning experiences along evaluating the relationship between the external and internal context of The Ritz.
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Evaluating the relationship between the external and internal context of The Ritz focuses on defining the strategic management process of the organization and developing criteria against managing strategic issues. The company reflected upon minimizing the prices of pandemics and maximizing customer satisfaction through providing effective customer services (Hu and Trivedi, 2020). Evaluating the risk and issues are extremely important because it might affect the achievement of business goals and identify unclear strategies and objectives.
To evaluate the external context of The Ritz the assignment would reflect upon Porter's Five Forces Framework. On the other hand, for the internal context analysis of the organization, it would reflect upon choosing VRIO Analysis Framework.
The VRIO analysis of The Ritz is a wider range of analyses that focuses on supplying competitive advantages to the organization aligning with their objectives business goals. The company is currently operating in the hospitality market providing hospitality, accommodation, and luxury to the customers (Kim et al., 2018). Now the evaluation of the framework would be produced in the following areas.
The resources of The Ritz London Company are extremely valuable and focus on enhancing the growth of the organization. The resources include management of operations, HRM for improving customer service, personnel, marketing experts and supply chain management and leadership abilities (Grewal et al., 2020). These major valuable elements have provided huge competitive advantages to the organization. The analysis also shows that the Ritz Company have effective and valuable employees as a major strength of the organization. However, they needed to be trained more efficiently to improve the business growth and development. According to the VRIO analysis, the company needed to highly value the external threads to cope with the crisis of covid-19 and value the customers more efficiently in understanding their requirements (Lukiyanchuk et al., 2020). The employees are loyal and hard working towards meeting the changing demands of the consumers.

The resources of The Ritz Ltd are extremely valuable has made the company expensive and share in the market. However, it is commonly evaluated that the crisis of covid-19 affected the business operations and management of the company (Lakshmi and Bahli, 2020). Therefore, using the resources is very much essential to discover the easier strategies to get competitive advantages. Gaining proper strategies would be helpful to improve the management practices of the company and perform with full effort. The company should focus on increasing its investment and time for better decision-making and improving the distribution network (Baumann et al., 2019). The hospitality services of the company were found not to be as rare as the other companies that are easily copied or provided by the competitors.
The competitors of The Ritz Company might face challenges to produce the replica of the services. Product application and launching the replacement of the products to switch the expenses might be challenging for the competitors but not impossible (Frishammar et al., 2019). The increased number of threats from the new entrance might affect customer satisfaction. The customers of the company might choose other brands by attracting by switching the expenses. The current structure of the industry affects the resources of the company and the supply chain that are needed to be enhanced to minimize the risks.
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Reflecting upon the VRIO analysis of The Ritz, it has been evaluated that the compatibility of the organization is extremely beneficial for making the organization services in the market-making process. However, the development of Management needed to be enhanced based on technological advancement (Albukhitan, 2020). The execution strategy of the team needed to be improved to cope with the changing demands of the consumers and minimize the crisis of the covid-19 situation. Therefore, the abilities of the company of developing effective strategies are extremely important to enhance the choices and decision-making process of The Ritz to progress their strategic capitals. The below-mentioned table would evaluate the results of the overall VRIO analysis of The Ritz.
	Resources
	Valuable
	Rare
	Imitable
	Organization
	Competitive advantages

	Brand Image and reputation
	Yes
	Yes
	No
	Yes
	Sustainable

	Market position
	Yes
	Yes
	Challenging due to the presence of tough competitors
	Yes
	Sustainable

	The flexibility of network within the supply chain
	Yes
	No
	Same or limited numbers of suppliers
	Consumed competitively
	Temporary or lack of use

	Brand awareness
	Yes
	Yes
	No
	Yes
	Sustainable

	Leadership abilities
	Yes
	Yes
	No
	Yes
	Strong

	Financial resources
	Yes
	No
	With all the rivals it is compatible
	Sustainable financial status
	Temporary


VRIO analysis of The Ritz
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To evaluate the external context of The Ritz London, Porter's five forces analysis framework has been considered.
After the outbreak of covid-19, competition within the hospitality industry is rising continuously with the changing demand of consumers and the introduction of new technologies in the market. The hospitality organizations are not only within the limit of country borders but spread all over the globe to develop additional competition (Cappiello, 2018). The Ritz faced huge issues of market competition. Thus, the company faced competition from the hospitality industry like Four Seasons, Marriott, The Stafford, The Berkeley, DUKES LONDON etc. The company is continuously trying to differentiate their products and services to achieve a competitive position in the market along with becoming a value for money and higher quality brand. However, the significant change of market due to covid-19 created huge risks and affected the financial and managerial aspects of the business (Albukhitan, 2020). Therefore, the company needs to focus on the specialization of its services to increase the importance of the brand among the customers.
The overall threat of substitutes is high because there are numbers of substitutes already present in the Hospitality Industry who together might give tough competition to The Ritz London. However, the appearance and food can be substituted from the other hospitality trance in the Global platform. The hospitality market is continuously changing and has been completely changed by the operations of different organizations, Four Seasons etc. who have been focused on offering high-quality products at a low price. 
It can be evaluated that the new entrance threat is low for Ritz London because the company invested a lot of capital to improve the supply chain of the business. In this virtual market operating like The Ritz might be tough to be produced specifically competing with the hotel services of the Ritz (Chang et al., 2020). The foreign companies might face challenges to compete and enter the market due to a lack of knowledge and experience of operating as like the Ritz.
The bargaining power of suppliers is low because the company has already been listed in the list of a wide number of hotels for having a massive number of suppliers. However, after covid-19, the scenario changed, and it has affected the overall strategic management process of the Ritz (Paul and Rosenbaum, 2020). Therefore, the company is continuously focusing on not depending on their suppliers and enhancing the selling of their own brand products in the market. 
The bargaining power of the buyers is comparatively high. Many other computers are continuously offering various innovative services and alternatives to the consumers. However, due to the covid-19 outbreak, the UK economy slowed down and forced all the hotels along with The Ritz to minimize their prices of the services and products (Mahr et al., 2019). Focusing on the high demand of customers during the covid situation The Ritz should focus on improving their product offering and services at a lower price to stay competitive in the market.
Reflecting upon the relationship between the external and internal context of the organization The Ritz on their strategy it can be stated that the need for development and competitive strategies to minimize the strategic management issues is extremely important.
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The Ritz mostly focus on offering their services at a high price focusing on maintaining the quality of their goods and services. Due to the recession among the customers for the high price of products, the company should focus on reducing their prices to attract them for purchasing (Wang, 2021). The company covered a wide share of the and therefore, this strategy has been applied by The Ritz to grab the attention of rich people.
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The Ritz should focus on reducing their services price and adopt Low-Cost Competitive Strategies. The competition in the hospitality and hotel Industry is continuously increasing after the thrive of Covid (Hein et al., 2019). Therefore, existing in the market and surviving comparatively became tough for The Ritz. From both the internal and external contacts analysis it can be evaluated that The Ritz is one of the premier brands of selling hospitality services but due to the intense competition the company has lost the momentum of staying competitive.
The annual share of the company dropped by 0.3% in 2020 and the closing segment of the company was affected mostly during the pandemic. Therefore, the company should focus on adapting comparative writing strategies in order to reduce the chances of customer dissatisfaction, specifically those who wanted to purchase products at a low price (Sjödin et al., 2018). The income of the people is introduced due to the sudden impact of covid and therefore the company should focus on applying the strategy for covering the maximum number of market share. Not only targeting the rich people the company should follow, maintaining the satisfaction of most of the customers to enhance their customer base and improve customer services.
Through the development of the strategy, the company will be able to cope with that reaction of the marketplace and regain its revenue growth after the crisis. Moving in the new market The Ritz should focus on implementing market segmentation strategies reflecting upon the development, penetration, and integration after business operations to differentiate their Services within the world (Gomber et al., 2020). Moreover, the company should focus on enhancing its capacity to attract a huge number of customers in a wider area and it requires huge capital investment. Having a good position in the UK market and the overall market of Europe, The Ritz should focus on moving towards the Arabian and Asian countries of the world, understanding the effectiveness of lower pricing strategies to grab the attention of the customers.
Furthermore, the company should focus on the increasing demand of the consumer along with their satisfaction towards their selling products and services to be improved. The company should focus on building investments in the online and digital capabilities to create an efficient team that will handle business management effectively and maintain customer satisfaction (Cheng and Shiu, 2019). Business management should focus on implementing strategies through which they can effectively interact with the consumers in order to understand their preferences and needs. Moreover, after the covid-19 pandemic The Ritz should focus on providing proper importance to their customers by improving Customer services to regain their market position and profitability.
One of the primary elements that can be observed to play an intrinsic role in the efficacy of an organization is its management of resources and manipulation of market conditions. Organizations since the latter half of the century have resorted to various technological and social knowledge and information gathering endeavors to benefit the enterprise. In countries such as the UK, USA, Japan, China, Canada, and several others, hospitality companies and hotels such as the Ritz Carlton, Four Seasons, DUKES LONDON are such among others (Cappiello, 2018). The competitive corporations can be observed to have engaged in rivalrous engagement via their substituted goods and services. Additionally, the majority of the hotel establishments had established measures to mitigate the Covid 19 pandemic issue and its resultant lockdown. Consequently, corporations had also introduced measures such as online delivery of services, digital inventories for customers to avail services, among others. Corporations have also mandated social distancing norms for employees and equipped them with protective gear in their daily operations (Morgan et al., 2019). However, a lower iota of employees permitted in the workplace as per government impositions had been observed to lead to a relative decline in annual projections of revenue generation. Organizations that had been pushed towards the fringes of bankruptcy had attempted to remedy the impediments imposed by the pandemic by reducing the scope of their operations and focusing their resources accordingly.
The Ritz organization that has their base of operations located in the UK as denoted in the study can be observed to adhere to their services according to the demand and needs of the common demographic. The organization that had rendered its services and commodities to a plethora of ethnoculturally diverse communities located on a global basis. The organization can also be observed to engage management frameworks for promoting their services (Albukhitan, 2020). The emergence of the Covid 19 pandemic can be observed to impose myriad impediments to the functionality of a variety of organizations and their services. The pandemic can also be observed to encourage corporations to introduce their services on the online platforms of digital and social media to instill a greater awareness among the customer demographic. The customer populace had also resorted to availing of online services on website applications for delivery of goods at their residence. The innovation of blockchain transactions also enabled the omission of physical presence for monetary transactions (Hu and Trivedi, 2020). One of the strategic aspects of The Ritz's is their massive assortment of goods and consumable provisions that render the target of a vast consumer demographic located in the first world and developing countries.
The organization of The Ritz’s can be observed to introduce innovative features that boost the consumer’s demand for the commercialized products such as promotions, discounted prices on services, among others to engage the competitive forces. The establishment of a comprehensive grasp on the tumultuous market conditions in the UK can be observed to be one of the primary goals of the corporation (Frishammar et al., 2019). The customer demographic in the UK can be observed to be categorized by the corporation to better evaluate the prioritization of their revenue streams. The revenue generation of the corporation can also be observed to contribute towards the national economy. The organization has also ensured that the services rendered under its management are in accordance with governmental regulations and legal impositions. Consumable provisions that are engaged on a diurnal basis can be evaluated to have provided a surplus to the productivity of the organization in maintaining their services amidst the pandemic conditions (Lakshmi and Bahli, 2020). The complete spectrum of the hotel industry in influencing the supply chains of international hospitality enterprises such as Ritz London have been comprehensively elaborated in the study.
[bookmark: _Toc99010056]Covid 19 pandemic 
The unfortunate global emergence of the Covid 19 pandemic can be observed to have led to a vast collection of adverse outcomes for communities and financial institutions owing to the bleak outlook of human lives rendered by the viral contamination. Consequently, governmental mandates had been imposed to limit the contamination rate of the pandemic that necessitated social distancing norms and refraining from public gatherings (Baumann et al., 2019). The hospitality organizations had also been instructed to postpone their services without any definite information regarding their reintroduction in the market. The stock market portfolios of various global corporations can be observed to have plummeted leading to a greater rate of unemployment in the nation. Consequently, cases of national conflicts and disputes between groups had further complicated the sensitivity of the social paradigm. The Ritz’s corporation can be observed to have engaged in strategic realignment of their managerial activities to further integrate the services rendered by the organization. The authorities within the Ritz’s corporation had been selected for the job roles after strict scrutiny of their skill set and its efficacy in generating greater productivity for the enterprise (Bateman et al., 2018). The Ritz’s organization can also be observed to dedicate resources and job roles to individuals with adequate vocational experience for ensuring the legitimacy of the services rendered by the corporation. 
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The organization of The Ritz’s can be observed to have introduced strategic policies such as inventory analysis, supply chain management, employee relations, among others to have aimed at ensuring surplus revenues for the corporation. In addition, the corporation has also provided measures to reduce the contamination of the global pandemic by installing sanitization stations at its branches (Helm et al., 2020). The corporation can also be observed to modify the individuals that form the management squad with employees that possess a better range of skill sets and acclimatization to the workplace norms. The organization can also be observed to denote a greater range of financial allocation to the digital establishment of their services for the customer demographic to avail their assistance within the constraints of their domestic paradigm. Introducing discounted pricing structures for the commodities that have become an integral aspect of the Covid 19 pandemic such as safety kits, basic consumables, among others have been assessed to have benefitted the corporation (Kahn et al., 2018). However, the Ritz’s Corporation can be assessed to have undergone significant reductions in their annual revenue collections owing to the lesser proportion of employees that are permissible in the workplace resulting in unemployment for a notable fraction of the populace.
The advent of the pandemic can be observed to have encouraged organizations to conduct an internal assessment of services and activities to understand the areas of susceptibility. Cases of intrapersonal and interpersonal conflicts at the workplace that can be assessed to hamper the productivity of the corporation had been observed to relatively declining after the adoption of managerial strategies that encouraged amicable relationships between the employee demographic (Romānova et al., 2018). The approach has also informed the organization regarding the needs of the clientele and has enabled the corporation to prioritize its supply chains accordingly (Chang et al., 2020). Services that add panache and glamour to the lifestyle of people of the UK such as sauna, spa, gym also form under the purview of The Ritz’s production line.
The organization of The Ritz’s can be observed to introduce a multitude of goods and services that are aimed at generating major proportions of financial revenue on an annual basis. The organization’s selection of employee processes can be observed to enforce evaluative measures to appoint vocationally adept individuals to their managerial responsibilities (Paul and Rosenbaum, 2020). The factors associated with the Ritz’s organization has been elaborated more comprehensively as follows.

	Factors
	Opportunities
	Threats

	Strengths
	· The Ritz’s corporation has commercialized the production of various commodities that are required on a diurnal basis.
· The organization can engage in collaborative endeavors with socially acclaimed brands by their services.
	· The introduction of the global pandemic had halted the corporation’s production process that had influenced the mode of operations for several organizations.
· Competitive organizations such as Four Seasons, DUKES LONDON and others had also been observed to impose obstacles in the efficacy of the Ritz enterprise.

	Weaknesses
	· The Ritz’s corporation can be observed to be in need of managerial strategies such as inventory assessment, supply chain relations, among others for organizational welfare.
· The corporation’s broad range of commodities can impose impediments in the execution of duties.
	· The pricing structure of the Ritz establishment can be observed to be in need of modifications according to the market conditions (Chang et al., 2020).
· The organization can be observed to be in need of amassing a greater workforce to maintain its services on an international basis.


 SWOT Analysis of The Ritz

The diagrammatic expression can be observed to provide a comprehensive outlook of the various factors that are associated with the Ritz’s corporation located in the UK as denoted in the study. The organization can be observed to have various areas of vulnerability such as the need for better segregation of inventories, more collaborations with reputed brands, and others that are in dire need of practical remedies (Mahr et al., 2019). The primary outlook of the organization can also be denoted to ensure financially affluent conditions of the stakeholders of the enterprise. The advent of the Covid 19 pandemic can be observed to expose several threats that can destabilize the foundations of various corporations such as The Ritz’s as expressed in the study. A greater proportion of the focus of the organization can be observed to be dedicated towards the promotion of their services on online forums. One of the primary areas of impediments faced by the Ritz’s corporation is its lack of specification in terms of selecting the target demographic of its products (Wang, 2021). Consequently, a higher quota of commercialized goods that have been engaged in almost every sector of the economy further diversifies the range of services made available for the welfare of the common populace.
The statistical expression elaborates the rate of satisfaction that has been undergone by the customer demographic that is residing in the UK. The diagrammatic expression can also be observed to denote the rate of changes to management strategies that are required for The Ritz's organization to gain a competitive edge over rival establishments (Hein et al., 2019). The approximate 76% of positive feedback recorded from the consumers provides credence to the functionality of the corporation. The advent of the Coronavirus pandemic that had intervened between commercial establishments and their annual projections of revenue generation can be observed to have resulted in adverse socio-economic conditions for the establishment (Sjödin et al., 2018). The socially acclaimed services of The Ritz’s can be observed to render greater efficacy during the pandemic period due to the rise in demand for services. 
The numerical expression provided above informs of the financial revenues that have been generated by the corporation of The Ritz’s in 2020. The financial revenues generated by the organization can be observed to contribute towards its endeavor of accumulating resources, providing wages to employees, managing supply chains, among others. The proportion of revenue to be acquired from the services rendered by the corporation can be observed to be subject to changes since the advent of the global pandemic (Gomber et al., 2020). However, the corporation can be denoted to have remedied the social situation by permitting hassle-free return of goods, gift cards, in-store credit cards, among others. Customers that were provided with the feature for delayed payments via in-store credit cards can be observed to further engage the corporation and provide a relative incline in annual projections. 
The Ritz organization can be denoted as one of the significant hotel enterprises that have been functional in major countries such as the UK, USA, Japan, among others. The organization had introduced changes to managerial frameworks to implement the guidelines that had been innovated by the governments for ensuring the safety of the common populace (Gupta et al., 2020). The multitude of products that are monopolized by the enterprise can be observed to generate major revenue streams on behalf of the organization that renders a relatively higher fraction of profit. The availability of accommodation facilities on online forums with opportunities for the customer to select the appropriate services according to their needs, consumable commodities for regular consumption, furniture for providing seating arrangements indoors, among several others. However, the advent of the Covid 19 pandemic can be observed to have deteriorated the quality of services that were provided by the organization (Campbell et al., 2020). The social distancing guidelines that had permitted a lesser proportion of employees at the workplace can be observed to have led to the unemployment of individuals from different ethnocultural groups. 
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From the above discussion regarding developing a new landscape for customer care improvement at The Ritz, it can be concluded that, understanding the development and competitive strategies to cope with the strategic management issues of The Ritz the company should focus on regularly interacting with their consumers as well as suppliers to support the needs of workers. Moreover, the supply chain needed to be developed to enhance the business functionalities and shape the implementation of the strategies effectively. Besides the implementation of an innovative strategy, the company should focus on loading their product rises to grab the attention of the maximum number of customers who were willing to buy products from The Ritz. Moreover, the company should focus on enhancing its capacity to attract a huge number of customers in a wider area and it requires huge capital investment. Evaluating the relationship between the external and internal context of The Ritz it has been identified that developing positive relationships with the consumers would be helpful for the company to evaluate the preferences of the buyers and maximize their satisfaction. It will directly contribute to the growth of revenue and help The Ritz London to get back their market position and profitability.
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The Covid 19 pandemic that had occurred towards the initial stages of the year 2020 had been observed to affect the productivity of several governmental institutions and commercial establishments. The viral rate of contamination that had been identified as one of the primary areas in need of resolution had been mitigated by the sanitization efforts of the governments to promote healthy workplace conditions (Cheng and Shiu, 2019). However, several organizations had been subjected to conduct reductions in their workforce to reduce the frequency of the employees at the workplace which led to menacing social impediments such as mass unemployment. Consequently, organizations that are responsible for the hotel management of commodities such DUKES LONDON, Four Seasons, Marriott, The Ritz’s among others had introduced practical remedies to reintroduce their enterprise amidst market conditions (Kristensson, 2019). In addition, several corporations had also introduced online forums for servicing their customer demographic along with providing opportunities for online transactions that further eliminate any tactile interaction: thus, limiting the level of exposure undergone by the pandemic.
The Ritz organization had introduced various practical remedies such as online servicing of service, supply chain prioritization, among others to gain a greater proportion of the customer populace. Additionally, the corporation can be denoted to have engaged in collaborative endeavors with brands to generate greater repute in the hospitality and hotel spheres (Lukiyanchuk et al., 2020). The organization's establishment of services on the Internet had further contributed towards the organization's welfare. The introduction of a lower stature of pricing structure can benefit the corporation in gaining a better grasp over the pricing structures. The competitive forces that are engaged in rivalrous contention with The Ritz with their substituted goods can be observed to impose challenges to the functionality of the commercial establishment (Kim et al., 2018). The concurrent remedies that are innovated by the corporation for rendering its services to the common demographic in the UK have been elaborated in a comprehensive manner in the study.
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The Ritz Hotel, London
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