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Executive Summary
In this report, the external and internal environments of Travelodge have been evaluated using the PESTLE Framework and SWOT analysis. The VRIO and RBV models have been used to assess the resources of the organisation and their importance in strategic management. This report will also provide a strategic plan to develop the customer service capability of the company. This report has gone through some essential areas of strategic management which includes the development of a plan to make customers service better. Following this some recommendations has been provided to make the customer service better. 
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Introduction 
Strategic management is meant by the methods and process of setting goals by finding business problem. This helps a business organisation to be more effective and enhance the competitive advantage, as the gaps and issues are addressed on implementing the strategic management plan. In order to implement a plan, there are certain activities to be undertaken, which includes evaluating current strategies, review the organization's internal structure, and many more. This study will focus on the different aspect where the strategic plan will be implemented, which includes internal and external context, competition, stakeholders, ethical matters, and theoretical approaches as well. Travelodge is one the Britain’s first value hotel brand, which was launched in the UK in 1985 under Needwood in England (Travelodge, 2022). 


Main Findings
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Political:The corruption perceptions index has ranked the UK 11 among 180 countries in the year 2021 (Transparency, 2021). This is an indication that corruption in the government of the country is rare and the nation is politically sound. Businesses like Travelodge can operate in the country while maintaining ethics and will not face any issues related to political corruption in the public or private sectors.
Economic: The CPI inflation rate in the UK was 11.1% in October 2022 which increased from 10.1% in the month of September (Office for National Statistics, 2022). The rising rate of inflation indicates that businesses will face issues in generating revenue in the country as the prices of commodities will be high. Travelodge may face problems while procuring products for their business operations due to high prices.
Social:The unemployment rate in the UK was 3.6% in September 2022 which is low (Statista, 2022). This indicates that businesses will find it difficult to fill up vacancies in their organisations as qualified people are already employed in the country. Travelodge may find it difficult to find qualified personnel for their operations due to the low rate of unemployment.
Technological:In the UK almost 95% of the population had access to the internet in the year 2020 (The World Bank, 2020). This implies that the majority of citizens in the country are internet literate. Travelodge and similar businesses will be able to get a good response from online marketing and get proper returns from online operations in the country. Apart from that, they can also attract customers through advertisements on social media platforms.
Legal: The Equality Act 2010 in the UK is the main piece of legislation that prohibits any kind of discrimination in workplaces, associations, transport or any other area (Gov.UK, 2022). Travelodge has to make sure that its employees and stakeholders are not discriminated against according to any category. The organisation has to provide equal opportunities for all to avoid penalties and legal problems and act according to the laid down provisions of this Act.
Environmental: The Environment Act 2021 is a recently enacted law that is aimed at improving the environment of the country (Legislation.gov.UK, 2021). This piece of legislation provides targets, plans and procedures about environmental protection in the country which must be abided by individuals and organisations.Travelodge must ensure that their activities are not causing harm either directly or indirectly to the environment of the country to ensure their reputation and image.
SWOT Analysis
	Strengths
	Weaknesses

	· Travelodge is focused on budget customers as it aims to provide affordable travel and accommodation services (Travelodge, 2022a). They aim to provide the best balance of location, price and quality to meet customer preferences.
· Travelodge Plus is their customer loyalty strategy where they provide added features to their rooms for their customers such as coffee machines, jet showers, and customisable lighting (Travelodge, 2022b).
· Travelodge is present in locations spread across the UK, Ireland, and Spain with over 590 hotels and 40000 bedrooms (Travelodge, 2022c).
	· Travelodge is mostly focused on budget customers. Their market share is limited as they are not able to attract customers from the luxury segment as they are a low-cost choice for customers (Travelodge, 2022c).
· Travelodge provides a limited range of services to its guests. It does not provide room service and porter services to its customers (TripAdvisor, 2021).
· The company fails to make its processes efficient due to the lack of technology usage by the company.

	Opportunities
	Threats

	· The company can continue to focus on budget customers as it will enable the brand to continue generating income and profits.
· Their customer loyalty strategy can be implemented at other locations of the company which will enable it to attract and retain more customers throughout the areas.
· Travelodge can use its already established locations in the UK, Ireland, and Spain to expand into other countries and increase its area of operations by opening new hotel chains and establishments.
	· Their inability to attract luxury customers greatly limits their customer reach and market share as they majorly tend to budget customers.
· The lack of services provided to customers can greatly affect customer satisfaction. This will fail to impress new customers of the business and it will be inconvenient for old age or disabled customers.
· Travelodge does not use the latest technology for its operations which increases its costs and reduces the profitability of the company.


Table 1: SWOT Analysis of Travelodge
(Source: Created by Learner)
VRIO Framework
	Resources
	Valuable
	Rarity
	Imitable
	Organisation

	Hotels
	This resource is valuable as they have been designed to provide the guests with the best possible experience.
	This resource is not rare as other companies can easily develop their hotels in a similar way.
	The resource is imitable as its competitors can utilise the same design and cost framework. Apart from that this resource is common in this industry.
	The hotels provide the organisation with a competitive advantage as they attract customers because of being comfortable and stylish.

	Employees
	The employees of the organisation are valuable as they contribute to the organisational outcomes and help the brand to develop its service.
	This resource is not rare as other organisations can also hire and train employees at a similar level.
	The resource is highly imitable as other companies can develop a similar workforce by providing training and development and investing in their employees.
	The employees of Travelodge are crucial for its success and survival as they provided very important services to the guests.

	Brand Image
	The brand image of Travelodge is highly valuable as it provides the company with recognition and reputation.
	The brand image is not rare as many other companies have similar images and reputations which compete with Travelodge.
	The resource is not imitable as the brand has experience of over 35 years in the market (Travelodge, 2022c).
	The organisation uses its brand image as a strategy for attracting customers to its budget-friendly establishments. 


Table 2: VRIO Analysis of Travelodge
(Source: Created by Learner)
RBV Analysis

Figure 1: RBV Analysis of Travelodge
(Source: Created by Learner)
Analysis
The RBV analysis of Travelodge illustrates the tangible and intangible resources of the organisation. The tangible resources of the company are its equipment at hotels, its furniture, Physical assets like buildings, restaurants, and its inventories. Its intangible resources include its trademark, brand image, finances, and employees. These resources are the main assets of the company and they provide the company with a competitive advantage over other firms. Apart from that, these resources will be useful in the change plan that has been formulated for the company. The company is aiming to improve its customer service capability through innovation and improvement of its structure.
Travelodge aims to improve its innovative capability in providing customer service.Improving its customer service capabilities would require investments in equipment and employees. For instance, it would require proper IT infrastructure like computers and telephones which will be used in providing efficient customer service to its guests. The employees have to be provided with training and upskilling to develop their skills and knowledge. This will enable them to perform customer service activities and improve the services of the company. Among the resources of the brand, the finances of the company will be used for investments made according to the needs. Apart from that, the employees and IT infrastructure of the company will be improved by using the financial resources of the company.
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As per the case study, it can be found that, Travelodge is looking for delivering innovative customer care that will provide the business with future stability and competitive advantage as well. Therefore, in order to implement this successfully, the business has different strategic groups that will work towards this thing. The company has already transformed themselves a lot, where from 2013 to 2018, they have increased the sales more than 250 million Sterling Pounds (Travelodge, 2019). The company is increasing its online presence, where going omnichannel will help the company effectively to increase its visibility. In order to do this, there must be a team, who will be looking over the social media profiles and its operations. Adding an automated chatbot in the website can help the guests who will be looking for any information, and they will not have to search for FAQs. 
This group or team will be looking after what content to put on and follow a regular algorithm across different social media profiles of the company. It also includes putting up prices and specifications and updates on different events. This group will include an individual who will help with the communications and reply to the messages and queries. Addressing to calls will also be a part of this team, where the team will need to work actively. In addition to this, there will be another strategic group, who will be assigned for the hotels particularly. This team will be looking after the logistics, take follow up from customers and feedbacks. Providing an omnichannel support to the customers will benefit with more access to meet their needs and requirements, which will then lead to better customer care (Adapted from the resources). 
From the above figure, it can be seen that the strategic positioning of Travelodge is in the low price, high quality section. Although the prices has increased a bit in the current times, however, at the beginning, this hotel was one of the best budget hotels in the UK. With increasing demands of the hotel rooms, the prices have increased slowly, but the low priced room are still available in the premises, which provides the best value for stay (Travelodge, 2022). In the high price and high quality quadrant, there is Premier Inn Hotel, which provides best services, in an exquisite price pertaining to their targeted customers. The Grand Scarborough Hotel under Britannia Hotels is an accommodation organisation which keeps lower price for their rooms, however, the quality of the rooms are also not very good. James Martin is a leisure accommodation provider, where the prices of rooms are high, however, the quality is not very much good.   
Porter’s Five Forces 
Competitive rivalry: The current market size of hotels in the market of UK is 16.4 billion as per 2022 with an increasing rate of 45.5% (IBIS World, 2022). Hence, it can be assessed that the market of hotel industry in the UK is large, and thus there many competitors for Travelodge UK. Some of its competitors include Jurys Inn, Macdonald Hotels Ltd., Millennium & Copthorne Hotels, Premier Inn, Trivago and many more. Amongst all of the competitors, Premier Inn has the most market share and revenue generation as well. As a result, it can be said that the rivalry from competitors are high for Travelodge UK.  
Bargaining power of the suppliers: Travelodge is a very profitable company, where they keep a good relation with the suppliers. The hotel company has suppliers for areas like developing new hotels where they meet three important criteria, cost, quality and time. There are few direct suppliers as well, that helps Travelodge with installation and delivery of furniture, fixture and equipment elements (Travelodge Property, 2022). Thus, it can be said that the bargaining power of the suppliers in the hotel industry and for Travelodge is comparatively low. Travelodge has many suppliers under them, and all of them are approved as well. 
Bargaining power of the customers: As already discussed in the competitive threat, the market size of the hotel industry is huge in the UK, where there are many players who provide great accommodation in low prices. While there are other options who can provide accommodations in low price, the customers might think of switching places, and the cost is not much more as well. Moreover, there are other alternatives of stays as well like motels, Air BNB and hostels as well, where the switching cost might be high as well. This indicates that the bargaining power of the customers in the case of Travelodge is high. 
Threat of new entrants: In order to building a budge hotel, the average costs starts around 1.6 thousand Sterling Pounds per square meters, while for luxury hotels, it takes almost 4.6 thousand Sterling Pounds per square meters (Fixr, 2022). Thus, it can be simply seen that the establishment cost of a hotel is much more, and making a chain will take up a lot of time as well. With high capital cost, there are necessary resources as well that must be implemented as well. As a result, it can be said that the threat of new entrants is low in the case of Travelodge. 
Threat of substitutes: There are many substitute options for hotels, like motels, hostels, resorts and lodges. The market size of Hotels and Motels and other lodging segment is huge in the UK, and thus there are many options left. Individuals who are looking for cheap places to stay can choose different options like hostels and motels, and only a selected segment of audience will prefer hotels over these options. Thus, it can be said that the threat of substitute is relatively high in the case of Travelodge.  
Porter’s Generic 
The generic strategies of Porter is used for classifying and driving the behaviour of the company. the five generic strategies provides competitive advantage to the companies and create a sustainable and superior performance. Hotel companies like Travelodge will not be only gaining competitive advantage, but also the capability to sustain in the increasing competitive market. In these strategies, a company can gain competitive advantage with the help of two strategies, where they can either lower their cost, or they can differentiate their offerings. As a company differentiated its products or services, the market becomes narrower but refined. The three generic strategies are cost leadership, differentiation and focus. 
In the cost leadership, a company minimises the costs that will provide extra value to the customer and the suppliers as well. On the other hand, the differentiation strategy focuses on providing unique and special offerings that provides a distinguished competition in the same market. In cost focus strategy, the cost is reduced, while the differentiation aims to create difference in offerings, however, in a specific market. It can be said that the Travelodge follows the differentiation strategy, where they have different and unique aspects in their business and offerings, which helps to create value for the customers. They have on-site Bar Cafe restaurant, ensuite shower rooms, comfy king size Dreamer™ bed, many other unique amenities (Travelodge, 2022). This differentiates Travelodge with its competitors, and provides a competitive advantage as well. In addition to this, keeping this strategy and implementing it in the customer service section and team can help the business to meet their goal effectively.  
Sustainable critical success factors 
Travelodge hotel have been profitable and successful because of many underlying factors. The company have been providing utmost comfort to its customers, and have provided a great experience to everyone. The rooms in the hotel has comfortable king sized bedrooms, with Dreamer™ bed, which is their flagship mattress. There are several other amenities like TV with free view, Wi-Fi, special and spacious desk, and complimentary hair and body wash and coffee and tea making facilities. There are super rooms as well, which provides the best value to the customers. There are certain different amenities like 32” Samsung Freeview TV, iron & ironing board, blackout curtains and firm or soft hypoallergenic pillows that the customers can choose (Travelodge, 2022). 
The hotel also takes a good care of their own people along with the guests, and they have implemented sustainability plan for them as well, also known as the ‘Better Future’ (Hospitality Net, 2022). Their financial performance have contributed in their success as well, where they have been able to provide improved standard rooms. This has helped the organisation to attract more number of customers towards them and thus, there is optimisation between occupancy and rate growth.  
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The first thing that Travelodge will need to keep in mind while making innovation strategies is that the changes or alterations in the business must bring them desirable results in the future for maximum sustenance. Their innovation strategy should be better than its competitors as well, and they should create new spaces as well. The process of developing innovation strategy should be open to all the management employees of the business organisation, so that there is full transparency with the key stakeholders and employees within the hotel (Schorling and Koetzier, 2022). Including everyone in the innovation strategy would provide the organisation with better and stronger support for everyone. Preparing the aim and the time is very much important for Travelodge while they are making innovation strategies, and this scenario it should be to make the customers happy. 
After setting the goals of the strategy, assembling and gathering the resources is important and so is checking the areas where it can be implemented effectively. Aligning the resources properly to the required portion of the business will help Travelodge with saving time, and more importantly financial expenses. Identifying the key customer touchpoints is also very important, that will help the company to understand the areas of implementing the strategy. Keeping proper communication with the customers is one of the customer touchpoints that Travelodge is maintaining. Another factor that must be kept in the mind of the business is to provide the customers with the best customer service skills. Strengthening customer service skills will help the organisation with more consistency, patience, adaptability and empathy, with better communication and work ethic (Survey Monkey, 2022). 
  


[bookmark: _Toc119777053]Strategic innovation Change plan 
Travelodge needs to develop a proper customer service development plan to improve its service to the customer. The change they should aim at is developing an Omni-channel customer service instead of the traditional channels. Omni-channel customer service allows customers to interact with the company through multiple channels such as social media, websites, call centres, and others (Salesforce, 2022). This will also help them to reduce the time taken to respond to customer queries and complaints. It will help them to improve the experience of the customers by addressing their problems faster. For implementing this strategy it needs to update the digital infrastructure of the company which will allow it to improve the quality of customer service. Advanced digital technologies are the drivers for innovation in an organisation and they have the potential to create values and opportunities for businesses (Leeand Lee, 2020). For instance, it can include an interaction method on its website and use social media platforms to answer the queries of customers. Travelodge also has limited use of technologies and hence investments in technology are required for the organisation to improve efficiency. This will enable them to further improve customer service and provide exceptional services to the guests at their hotels. 
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The organisation aims to provide affordable services and accommodation to its customers. It aims to cater to budget customers and provide services to this particular segment. Travelodge is a value hotel chain which implies that the organisation’s main target is the budget customers who are looking for affordable travelling or accommodation services. The company has various hotels along sea sides and roadside locations in the UK, Ireland, and Spain which are aimed at the low-income group people in the areas. Hence the main organisational purpose can be identified as serving the budget customers.
Travelodge is an independent hotel brand, and thus, it has several stakeholders, which includes the guests, governmental agencies and bodies, suppliers and contractors, shareholders property owners and the employees as well. The expectations of the employees from the hotel will be to get proper care from the management of hotels, where they will be looking after the health of them. the employees will also want the organisation to grow, so better opportunities can come in, and they can perform better as well. The expectations of the customers and guest from the hotel will be to get top class accommodation with enhanced services throughout their journey with the hotel. They also expect good behaviour from the employees of the organisation, and perfect value for their money. The property owners will be expecting that Travelodge brings good returns from profits, and they must communicate both economic and environmental growth. The suppliers expect a better and reliable supply relationships, and support innovation (Dow, 2022). 
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Ethical issues: Code of ethics is a very important aspect for effective customer servicing and socially responsible for clients. In order to reflect corporate values in the hotel, it is important to follow the moral principles. For example, keeping a personalised communication method can help in retaining more customers, and it can also make the customers feel special and valued. It also makes it easier for the guests to connect to the brand, and thus, this will enhance the customer servicing aspect. 
Sustainability: Maintaining sustainability provides a good image and impression of the company on its customers, and in return, they feel good about the brands they are connected to. Moreover, sustainable companies perform better, and the sustainable practices makes the business operations more refined (Lee et al., 2021). Keeping sustainable practices means that Travelodge is continuing best actions for the environment and health for both the business and the guests. There are certain examples of this in the hotel, as there are firm or soft hypoallergenic pillows and mood light, and many more.
Corporate social responsibility: Businesses who does corporate social responsibility actions automatically gains appreciation from the individuals in the community as well as the customers related to the brand. Thus, a collective wellbeing is gained by the business organisation as well, and more support is achieved from the community people. The aim of customer servicing is not only limited to the operations of the hotel, but also actions followed outside it. As a result, with appraisal of corporate social responsibility activities their strategic development will be more successful.   
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Theoretical application of the business strategy development plan 
Agency Theory
Within a business, the employees and the managers or the Board members are not only one who is working or taking all the decisions of the business. Along with that, there are many other individuals, who can influence the decision making scenario of a corporation. The Agency theory states the relationship between the stake or shareholders of the company with the direct members of the company (Yusuf et al., 2018). this theory also states that the principles of the company such as shareholders and stakeholders of the company hires the directors to perform work. These works of a business is governed by the different agents connected or related to the company. 
It might not be the scene always that the agents will be making the best decisions of the business. The agents in a business has different self interest and preferences that impact their thought process and decision making. According to this, the principles want the agents to work in relation to their self-interest. In the scenario, the agent is Travelodge, whilst the principles are the customers who are sticking to the business and wants the best result from the hotel. If the hotel is providing maximum support to the customer, and giving them an enhanced experience, they would be happy as the views from the both the parties will match.     
Transformational Leadership theory 
In order to implement the strategic development plan, it is very important to train and guide the employees and make them ready for the alteration. As a result, it is important to create a workforce who will be performing well in the organisation, and for this an effective leader is important as well, who will influence the members. According to the model of transformational leadership, there are four areas, Inspirational Motivation, Intellectual Stimulation, Idealized Influence and Individualized Consideration (Chan et al., 2019). Inspirational motivation is an aspect, where the employees should be motivated with the help of keeping consistent vision and mission, by keeping a set of values to the members. 
Both innovation and creativity must be fostered in a business organisation, where encouragement from the leaders is also very important. The leader must preach what he or she preaches, and this will result in effective influence for the team members. With the help of this, the leader will be able to gain respect and trust from the team members. Lastly, rewarding and recognising the consumers is similarly important, which will enable better morale and motivation to the employees. 

[bookmark: _Toc119777057]Conclusion 
There are several things that come to consideration for an organisation in order to make its businesses take place in an efficient manner. For this to be done, the analysis of the business environment becomes important. Areas like the competitive forces and the macro-environmental factors come to key consideration for the businesses to do so. Travelodge is a hospitality company. The organisation is providing a range of services to its customers through innovation and other approaches. For effectively implementing these, it is important that the organisation is adopting strategic approach toward its management that can help it in forming its goals and strategies along with its implementation while effectively considering the implications of the business environment. The strategy development plan is essential for the company in order to make its approach structured and make its operations to smoothly take place. 
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In order to serve customers with the best innovative solutions it is essential that the customer service of the company gets better. In order to effectively do that the organisation can provide training to the employees of the firm who are involved in the customer service department. The productivity of the employees matters a lot for the companies. It is essential for the companies that their employees are productive in work to increase the performance of the organisation (Lee, 2021). In order to increase the efficiency of the employees in the customer service department, new training programs can be implemented by the company. This training program can make the employees to know about the various developments of technologies and use them effectively to serve the customers in the most efficient manner. 
Providing efficient customer services is one of the most important things for the companies. This helps in developing better relationships with the customers. The customer effort score or the CES is the measure of the efforts which the customers need to give in order to get the issues resolved by the organisation (Qualtrics, 2022). Implementing these metrics in the organisation’s operations will help Travelodge to understand its performance better and improve its infrastructure accordingly. The usage of the metrics will greatly help the company in understanding the efficiency with which it is performing. Besides this, there are efforts which can be given to make the infrastructure better to serve customers with good innovative solutions. Improvement in the digital infrastructure is essential for making the customer service better. This will also improve the capabilities of the organisation to in effectively handling its customers, solving their issues and increase their engagement with the brand. 
In order to serve the customers better, there are several things that come to consideration for an organisation. Funding is one of the most essential things to make good businesses (Chesbrough, 2019). In order to serve the customers in an effective manner, it is important for Travelodge to invest in this segment. Innovation and quality matter a lot for Travelodge. The company has already invested a lot of money in increasing the quality of its operations. However, in order to improve its operations in the area of customer service the company can invest more and make them better in this segment. Travelodge can collaborate with other firms to increase the efficiency of its customer service and make relations with its customers better. This will give edge to the organisation in effectively delivering better customer services to its customers and developing their relations in the process. 
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