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[bookmark: _Toc125541208]Executive summary
The consultancy report has analysed the different aspects of the operations of the Lucknam Park Hotel at Cippenham, Wiltshire in the UK. In this context analysis of the internal and external business environmental factors have been considered. Moreover, the key operations of the hotel have been analysed and an action plan and some recommendations have been formulated based on the findings and the analysis of the same. The following aspects will be essential in representing the key takeaways from the report.
The problem or issue at stake
The report has analysed the issues regarding the key aspects of the operations of the hotel. It has included guest services, staff training, operational management and others. 
Findings (including facts and figures)
The findings have included the internal and external business environmental condition of Lucknam Park Hotels. The analysis of the external business environment has been done by applying the PESTEL framework. Along with these, the key aspects of the operations management of the hotel have been analysed. It has been found that the threats from external business environmental factors have included a high inflation rate of 10.5%, the increased interest rate of 3.5%. Similarly, a good score of 78 the transparency score, and the existing industry experience of 303 years have been found to be crucial advantages and opportunities for the Hotel. Reviews reading the inefficient ambience, staff training and others have been observed.
Analysis of these findings
The analysis of the findings has stated both positive and negative impacts on the business operations. It includes findings derived from SWOT, PESTEL, and an overall summary of the training issues, and problems faced with respect to the business environment. The positive impact includes the strengths and opportunities which have been affecting the business environment. It includes the concerns of sustainability along with a wide range of services offered to the organisation. However, the negative impact includes higher inflation and higher interest rate affecting the external environment of the business. In relation to the weaknesses and threats, effects of the pandemic, inefficiency in ambience along with higher competitive threats were observed. This led to challenges in training the employees which can be mitigated through effective strategies for establishing proper training for the staff. 
A TOWS analysis was formulated at the end in order to exhibit a hypothesis for the company based on the results and findings for the organisation. The TOWS matrix highlighted four types of strategies which includes strengths opportunities, strength threats, weakness opportunities and weakness threats. 
Recommendations to the client
An action was given out to Lucknam Hotels based on a budget of £25000. The necessary challenges which were undertaken within the action plan include the challenges of cost of training, expensive services, management structure and inefficiency in the overall ambience. The recommendations have specifically included the improvement of lighting and decoration of parts of the hotel, reviewing the management structure and hierarchy needs.
Conclusion
It can be concluded that despite the existence of some issues these can be mitigated by implementing different strategies. These strategies have been formulated in the action plan and have been summarised in the recommendations.
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The consultancy report will primarily analyse the issue of different operations in the Lucknam Park Hotel. McCartney and Kwok (2022) have mentioned that the decisions regarding strategic operations are often based on consultancy reports in the hospitality industry to ensure the improvement of services. The consultancy report here aims to analyse and identify different aspects of the operations in the context of Lucknam Park Hotel. It is one of the most luxurious and premium hotels in the UK. In recent times, the hotel has achieved different milestones. It has been operating since its establishment in 1720 (Lucknampark., 2023). Different types of facilities are available in the hotel, for example, staying, dining and many other services. The hotel is situated at Cippenham in Wiltshire in the UK. The number of employees is about 62 (Rocketreach, 2023). The net worth of the company in 2021 was £3,668,190 (Companycheck, 2023). 
The issues persisting in the hotel are regarding the quality of service services provided, pricing, type of additional facilities provided, guest services and others. These issues will be addressed by investigating the business environments in detail. The PESTEL framework will be applied to investigate the external business environment. The internal business environment will be analysed by using the SWOT framework. The TOWS framework will also be applied. Firstly a detailed background of the hotel will be investigated which will include identification of the factors like location, room size, history, facilities available and others. The business environments of both internal and external types will be analysed in detail. 
The background of the issues of operations will be identified through this. An action plan will be formulated to improve the strategic position of the hotel based on the findings and for the identification of the recommendations. Grant (2021) has found that the quality of the implementation of the business may lead to both positive and negative impact. Well implemented strategy ensures business success and vice versa. It will also include the consideration and analysis of the financials of the hotel. Moreover, the important aspects of the management of the hotel will also be analysed like the condition of staff training, review, the current good and bad in the operations of the hotel, environmental problems and others will also be investigated in detail. The findings will be listed and some recommendations will be formulated along with an action plan in this context for the overall improvement of the operations. 
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About Lucknam Park Hotel
As mentioned earlier Lucknam Park Hotel is one of the most luxurious hotels in the UK. The hotel property is situated at Cippenham in Wiltshire in Southern England in the UK. The total area on which the hotel property and the associates are situated is more than 500 acres of parkland (Lucknampark, 2023). The location is at a distance of 90 minutes from London. The hotel was established in 1720 which indicates that more than 303 years’ journey of service has been accomplished by the property (Lucknampark, 2023). The hotel is a 5-star country house hotel offering a number of services. In the hotel there are 42 rooms and suites are available and each of these is equipped with luxury English furnishing along with the integration of 21st-century technologies (Lucknampark, 2023). It ensures historic rooms with a contemporary essence. Different types of rooms and suites include classic, country, manor rooms and junior, grand and grand master suites. Among additional services, refreshment activities like horse riding and duck herding are also offered by Lucknam Park Hotel representing premium and luxury services (Currie, 2023).
The different services offered by the hotel property are spas, estate, different types of riding, occasions and events and many others (Lucknampark, 2023). Recently, the hotel was named the second-best hotel in the UK as per the Conde Nast Traveller's Reader's Choice Awards (CNT) in 2022 (Currie, 2023). Moreover, the property was also named among the top spas in the UK in 2022 as per Conde Nast (Currie, 2023). These indicate the recent achievements that have had a positive impact on the reputation of the hotel. On the contrary, different issues persisting in the hotel are related to guest services, high pricing, room size, housekeeping service and many others (Tripadvisor, 2023). Moreover, feedback regarding the hotel indicated that the ambience of the Brasserie in the hotel at night was not pleasant and termed as “soulless” (Leigh, 2023).
PESTEL analysis
It is a framework that is applied to assess the external environment factors of a business and six dimensions are included in it (Madsen and Grønseth, 2022). These include political, economic, social, technological, environmental and legal aspects. The application of these in the context of Lucknam Park Hotel is as follows.
	Macro environments
	Factors 
	Implications

	Political
	a. Corruption perception
b. Political stability 
	a. In 2021, the transparency score of the UK was 78 out of 100 which was an improvement from 77 in 2020 (Transparency, 2023). It indicates a good score and signifies the presence of fair practices in business. As a result, reduced corruption will positively influence the business of the hotel industry in the UK. Hence, this factor will have a positive impact on the business of Lucknam Park Hotel.
b. In recent times the UK has faced changes in top administrative leadership like the PM and the King (Langfitt, 2023). As a result, currently, a state of transition can be perceived to be ongoing indicating reduced political stability. It in turn negatively impacts the business of the hotel industry in the UK. It will also be an unfavourable factor for the business of Lucknam Park Hotel. 

	Economic
	a. Inflation rate
b. Interest rate
	a. The current inflation rate in the UK is 10.5% and the target inflation of the government is 2% (Bankofengland, 2023), Hence, the inflation is significantly high indicating the possibility of a rise in the prices of commodities. As a result businesses in the hotel industry will have to invest in increased amounts leading to a decrease in the profit ratio. Hence, high inflation will have a negative impact on the industry and Lucknam Park Hotel.
b. The current bank rate in the UK is 3.5% which is an increase from 3% in the previous stat (Bankofengland, 2023). An increased bank rate will indicate a higher amount of repayment against a loan taken by any business. The businesses in the hotel industry will also face similar issues due to this factor causing a negative impact. Hence, an unfavourable effect due to this factor will be on the business of Lucknam Park Hotel.

	Social
	a. Consumer preference
b. Literacy rate
	a. The number of guests in hotels in the UK in 2022 was 31.2 million which was a significant increase from 10.9 million in 2021 (Statista, 2023). An increase in the number of guests indicates positive progress in the hotel industry. Hence, this factor will have a favourable impact on Lucknam Park Hotel.
b. In the UK, the current adult literacy rate is 83.6% (Literacytrust, 2023). A high literacy rate indicates higher availability of skilled workforce causing a positive impact on the hotel industry and Lucknam Park Hotel.

	Technological
	a. Internet penetration rate
b. New technologies
	a. In 2022 the internet penetration rate in the UK was 92.74% (Statista, 2022). Such high internet usage widens the way for businesses to reach out to a greater audience at once. Lucknam Park Hotel will also have a positive impact because of this factor ensuring a high success rate in digital marketing methods.
b. Lucknam Park Hotel has integrated new technologies like smart home devices, digital booking, payment and many others (Lucknampark, 2023). It increases the accountability of the hotel and has assisted in being up to date with  contemporary practices causing a positive impact.

	Environmental
	a. Sustainability
b. Pandemic outbreak
	a. Sustainability is one of the most crucially concentrated factors in business at present. Lucknam Park Hotel partnered with Green Tourism to attain sustainability in business and also incorporated different strategies to protect the natural resources of the location (Lucknampark, 2023). Sustainability is in accordance with the travellers’ concerns and has a positive impact on Lucknam Park Hotel. 
b. From November to December 2022, the death rate due to Covid 19 increased from 64.8% to 67.9% in England (Ons, 2023). It signifies that the impact of the pandemic may be of concern in future causing a negative impact on the business of Lucknam Park Hotel.

	Legal
	a. “Data Protection Act 2018”
b. “Environmental Protection Act 1990”
	a. In the businesses under the hotel industry a large amount of data belonging to users are essential and stored. Lucknam Park Hotel will have a positive impact on the business if the regulations stated by the “Data Protection Act 2018” are followed efficiently.
b. As Lucknam Park Hotel has implemented measures to protect natural resources, the provisions of the “Environmental Protection Act 1990” may have been followed. Hence, the act will have a positive impact on the business.


Table 1: PESTEL analysis 
(Source: created by the learner)
The PESTEL analysis has shown primarily that there is a mixed impact on the business of the hotel due to external environments. According to Johnson et al. (2020), in the hotel industry macro environmental analysis is of prime importance for assessing the strategic position of a business. It is observed that the political stability of the country is currently in the transition phase. Further analysis may reflect that over-relying on government policies and aid may not be useful in this condition. Moreover, the economic conditions are unfavourable in the current scenario, which signifies lesser investment may be suitable in this condition. On the contrary, an increasing number of hotel guests signifies the restoration of consumer trends to the pre-pandemic levels.
SWOT analysis
It is used to assess the internal environment factors of a business (Teoli et al., 2019). The application for Lucknam Hotel is as follows.
	Strengths
	Weaknesses

	· Wide variety of services: Services include hotels, spas, occasions, events, ridings, a wide range of food options, and many others.
· Industry experience: The hotel is continuing its service in the 303rd year at present (Lucknampark, 2023). As a result, valuable industry experience has been accumulated in the hotel.
· Sustainability concern: The hotel has focused on sustainability and environmental protection. These are in accordance with the current trends in business and create economic value (Wichaisri and Sopadang, 2018). Hence it acts as a strength in business.
	· Negative feedback: Negative feedback regarding high prices, smaller room sizes, additional charges, and complexity in booking services like housekeeping and others have been observed in reviews (Tripadvisor, 2023).
· Inefficienct ambience: According to Leigh (2023), the ambience of a certain part of the hotel was not effective at night. It is one of the weaknesses.

	Opportunities
	Threats

	· Targeting budget category: The hotel primarily provides premium services. It leads to missing out on a large portion of the market in the budget category. Expanding business into the budget category may be an opportunity.
· Utilisation of natural resources: The location Wiltshire is countryside and natural resources are present. Incorporation of services based on these resources like green tourism experience and others may be opportunity.
· Upgradation of technology: Incorporation of new technologies like artificial intelligence, robotics and others in the business processes may be an opportunity.
	· Competitors: Prime competitors are The Roxburghe Hotel & Golf Course, Roganstown Hotel & Country Club and others. According to Cusumano et al. (2019), at present digital platform competitive activities have also been observed in practice.
· Pandemic effects: The effect of the pandemic may also create concern for the business. In the past years the Covid 19 pandemic has been proved to be a curse for the hospitlity industry (Kim and Han, 2022). Hence, it possesses significant threat for the business.


Table 2: SWOT analysis 
(Source: created by the learner)
The application of the SWOT analysis has shown that the weaknesses are temporary and can be overcome. On the other hand, utilisation of the opportunities like entering the budget market will lead to a competitive advantage and an increase in market share. According to Bian et al. (2019), market segmentation is a crucial tool for business strategy. Hence, targeting the budget segment in the market can be useful for attaining a boost in the market share. 
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Operational management strategies 
There is a range of operational management strategies which are described below:
Planning and Design: The planning and design processes are based on current and future conditions. For instance, Lucknampark can improve their interior in the hotels such as integrating advanced technologies and others in order to attract hybrid tourists,  people travelling for business purposes and others (Lucknampark, 2023). Coordination and control through which the management of an organisation can be improved (Fayol, 2019). 
Planning includes the plan of action to integrate all the departments and strategic usage of the organisational resources. For instance, in this stage Lucknampark can integrate the use of natural resources as well as the tangible and intangible resources of the organisation in order to improve the overall strategy of the business.
Organising includes getting everything requires to design a plan of action including human resources and physical resources (Fardani et al., 2021). In order to improve the efficiency of the organisation, Lucknampark can integrate new training and development facilities for the employees in order to improve their efficiency.
Command means getting the maximum return from the employees by increasing their personal abilities skills and competencies through training. Thus, Lucknam integrates the role of the managers to ensure organisational unity and direction provided to the individual workers.
Coordination helps to understand the responsibilities of the activities across the organisation to get the desired goals and objectives. Thus, Lucknam can use the training and development as well as communicate with the employees to make them understand their job roles clearly.
Quality control means continuous quality control assurance in order to maintain a high level of customer satisfaction. In order to control the quality of the services several KPIs can be implemented such as average daily rate (ADR), Revenue per Available Room (RevPAR), online review and others (Agarwal et al., 2022). 
Besides this integrating the use of technology and continuous improvement can also be used to improve operations.
Technology: It means research and development tasks in order to invent new technologies in order to beat the competitors. In order to increase the use of advanced technology the organisation can include the use of AI, Data Analytics, VR, AR and others which will empower them with better customer data handling storage and others based on stored data customers can be provided with customised facilities, room and food services that will lead to better operational efficiency.
Continuous improvement: It means working constantly in order to improve their process and find new and innovative ways to do things such as hiring new people, using updated new technologies and others. For instance, for continuous improvement, the organisation can consider customer feedback, and online review to improve their services in future.
The staff training process and advantages 
There are some training-related issues found on the websites such as, according to the complaints of  some of the travellers the organisation at times cancels the breakfast, lunch and other facilities which shows lack of  awareness, training and seriousness of the  employees on improving customer satisfaction. Moreover, there are communication challenges between the tourists and managers of the organisation as at times no steps are being taken when customers come up with complaints (tripadvisor, 2022). Hence, the organisation need to improve the training of the staff members in order to make them efficient in handling these situations to ensure customer satisfaction.  A number of ways can be suggested to improve the training of the employees:
Onboarding and orientation: This training is provided when a new employee joins the process. In the hospitality sector, large organisations focus on orientation and training others to ensure the first impression becomes the best one. To ensure this, Lucknampark should focus on creating awareness about the history of the organisation, initial skill development and others.
Compliance training: Compliance training is more about the rules and learning by the organisation (Hu et al., 2021). For instance, through this training Lucknampark can train the employees about the different laws of the UK which need to follow by the hospitality industry,  the legal issues that can impact the organisation and others.
Hard skill training: Hard training skills are the  key to the success of any organisation in the hospitality industry (Chioda et al., 2021). For instance, in this stage, the organisation can train their employees about Opera, Micros and others along with other hard skills required in the food and beverages industry, knowledge of foreign languages, housekeeping and laundry operations and others.
Changes required on an immediate basis 
· Training requirements: Training arrangements are included among the crucial functions of human resource management (Cipd, 2023). One of the changes that Lucknam park hotels need to change on an immediate basis happens to be the training requirements of the company. As per the opinion of Nurprihatin et al. (2019), bringing improvements to the training programmes can make reductions to the overall supervision along with increasing the overall efficiency of the employees. The most prominent issues given in the reviews of Lucknam Park Hotel were based on both management and the culture of the work environment (Uk, 2023). By bringing an effective training programme, the company can remove the challenges of a bad work environment thereby working on the employees’ productivity. On the contrary, Wamba-Taguimdje et al. (2020) stated the disadvantages of providing training to the employees which include the overall cost of the procedure. Despite an effective training programme, the company needs to incur a higher amount of costs which can be challenging for the company based on their overall revenue earnings. 
· Customer Satisfaction Rate: The current user rating of 4.5 indicates the company is moving in a positive direction. Customer satisfaction rate achieved by an organisation also palys crucial role in employee motivation and engagement (Cipd, 2023). However, the company has also faced issues regarding higher prices along with challenges in communication where customers have complained about the hotels being overpriced and self-important (Tripadvisor, 2022). Improvement in customer satisfaction is of utmost importance since higher satisfaction can lead to a higher brand reputation. 
Changes which can wait for a while
· Management structure: Bringing improvements to the management is one of the changes which can wait for a while. According to Fu et al. (2022), improving the management structure of an organisation can streamline the overall business operations. On the other hand, Tien (2019) stated the disadvantages of the management structure which can take away the overall time from the business. Due to higher time consumption, Lucknam Park can lose a lot of valuable time in relation to their operations. Henceforth, a change in the management structure can streamline their operations by improving the overall productivity of the company. 
· Improving the ambience: Improving the ambience is also a change which is important but can wait for some time. According to Piancatelli et al. (2021), a greater ambience has a positive effect on the overall customer retention rate. Through efficient ambience, Lucknam park hotel can set a brighter tone for the customers along with improving the overall atmosphere of the business. However, He et al. (2021) stated that ambience is strongly correlated with the employee attitude where negative ambience can lead to an overall downfall. A negative ambience can bring a huge downfall in the productivity of the employees. Henceforth, bringing improvement in the ambience can help the business in improving its overall brand image. 
Business environmental problem (both external and internal)
There are a range of operational challenges identified through the SWOT and PESTLEAnalysis which are described below 
· Sustainability challenges 
· Inefficient ambiences
· High inflation rate 
· High bank interest rate 
Internal positive and negative aspects
Sustainability in Lucknampark hotel:  Lucknamp Park is facing waste management challenges across the hotels of the southwest. According to Agarwal et al. (2022), poor waste collection leads to marine pollution and blocks the water drains which results in standing waters, vector-borne diseases and others. For instance, Lucknampark has made a partnership with Green Tourism which is one of the greatest sustainability accreditation providers that monitor, and measures the areas of  waste management and another improvement through their religious certification audit (lucknampark, 2023). According to Hu et al. (2021), reducing waste will not only protect the environment and also saves costs or reduce expenses for disposal. It also benefits the environment by reducing the need to extract resources and lowering the potential for contamination. According to the reports of Statista, 44% of customers are aware of the environmental challenges in the UK in 2017 (statista, 2022). It has also been observed that  majority of the UK shoppers are trying to purchase in a more environmentally friendly way. Hence, it implies that  strengthening the sustainability aspect will help the organisation to attract more customers in future. 
Inefficient ambiences: After the lockdown closures there is a range of supply chain and staffing issues, inflation and high energy bills which are hindering the atmosphere of the organisation. According to Middleton (2022), there are a number of factors that are influencing the inefficient ambiences such as financial pain, successive covid lockdowns, supply issues, labour shortage, wage inflation along with fragile consumer confidence.  On the other hand according to Haslam (2022), in the report of the UK Hospitality trade association in 2022, it has been noted that there were 2,230 licensed premises have been closed down between June and September particularly, due to the energy crisis.  The continuous staff crisis and rising energy and service costs are the impacts of Brexit which are impacting the organisation negatively. In order to mitigate these challenges the organisation is using campaigns to hire employees across the world by providing attractive remuneration and other benefits such as insurance facilities and so on. According to Dolnicar (2020), international recruitment strategies help to access a wider talent pool and increase diversity in the organisation. It will help Lucknam park to meet the staff shortage and mitigate the inefficient ambience.
External challenges 
High inflation rate of the UK: Due to the high inflation rate the price of Lucknam Park hotel increased which impacted their profitability and sales in turn. The inflation rate of the UK was 11.3% in December which was 10.2% in November. According to Rodrigue et al. (2020),  in an inflationary environment, the distribution of pricing of the hotels remains uneven which reduces the purchasing power of the consumers. On the other hand, to mitigate these challenges Lucknam park is cutting their additional spending as well as changing their room rates to combat the inflationary pressures. From the perspective of  Pangarkar et al. (2021), reducing the additional costs helps to get rid of the unwanted expenses and focus on the desired goals and objectives of the business as well as enhances the profit margin. Thus, this technique is helping the organisation successfully in mitigating the issues created by higher inflation. 
High interest rates in the UK: Due to the high-interest rate of the banks, the hotel industry as well as Lucknam park is facing challenges with the higher repayment amount against the debts. Through increasing the interest rate the banks are expecting the economy to shrink by 0.3% in the second quarter.  According to Bhrammanachote and Sawangdee, (2021), the increasing bank interest rates will be a hammer on top of the higher inflation rates as it will create additional pressure on the hotel industry due to the soaring operational costs as well as a vast shortage of labours. According to Aydin (2020), rising rates of interest lead to a higher cost of capital. Hence, hotels are researching for investors outside banks such as selling the  shares and taking the amount personally from the investors and others in order to avoid a bank loan as much as possible. Thus, this stage can significantly help Lucknam Park to mitigate the high bank interest rates through less interaction with the banks.
Training challenges: The organisation is facing staff training challenges due to a lack of knowledge which is impacting the reputation of the hotel as well as its customer satisfaction level. According to the reports of Statista, there is a 22% skill shortage in the hospitality sector in the UK (Statista, 2022).  According to Heimerl et al., (2020), the shortage of skills, as well as a lack of trained workforce, declines the satisfaction level of the customers resulting in tarnishing the reputation of the brand as well as organisations. On the other hand, as per Kapukotuwa et al. (2022), in order to mitigate the skill gaps, organisations are emphasising recruiting fresher candidates who have the potential rather than hiring experienced candidates in order to train them on the job to reach the expected customer satisfaction level.
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	Summary of SWOT 
	Summary of PESTEL 
	Summary of Training issues 
	Problems of Business Environment 
	Improvements 

	· A wide range of services along with higher experience in the industry. 
· Negative feedback and inefficiency in the overall ambience.
· Targeting the budget category and utilising natural resources. 
· Higher competitive threat and negative impacts of the pandemic. 

	· Challenges of higher inflation and interest rate. 
· Higher literacy rate along with effective consumer preference 
· Corruption perception indicates a negative impact whereas political stability indicates a lower score for the organisation. 
	· Reskilling and Up skilling digital workplace. 
· Inefficiency in training methods. 
· Dispersing the overall workforce. 
	· Change in management.
· Problems of the pandemic outbreak  

	· Identification of the best training effectiveness. 
· Communication of key outcomes and being informed on industry-oriented trends. 
· Improving the satisfaction rate of the customers by bringing down the prices. 


	
	
	
	
	


Table: Summary of Findings
(Source: Created by the learner)
In relation to the summary of findings, there was a wide range of services being observed along with effective industry experience and concerns regarding sustainability. As per the statement of Pererva et al. (2021), effectiveness in business growth based on the external environment increases the overall resources along with the generation of more sales and profits. Based on the PESTEL analysis, the overall preference of the consumers along with literacy rate has been pointed on the positive side with 31.2 million guests in the hotel along with an efficient amount of literacy rate of 83.6%. The corruption perception index has been high which was favourable for the organisation on an overall scale. 
However, de Lucas Ancillo et al. (2021) stated the disadvantages of the external business environment which include the absence of an overall strategic approach along with unforeseen events being observed. The political stability has been on the negative side and as a result, the state of transition was considered to be an unfavourable factor for Lucknam Park Hotels. Higher interest and inflation rates were also evident for the company where the figures were denoted at 3.5% and 10.5% respectively which have been unfavourable with respect to Lucknam Park Hotels. 
The internal business environment gives an overview of the competition and uniqueness in the mind-set along with making a successful approach to the overall operations. As per the statement of Semieniuk et al. (2021), an internal business environment can provide guidance in the identification of threats and opportunities. It can be helpful in summarising the key issues which arise from the analysis (Whittington et al., 2011).  The opportunities which were highlighted for the company happen to be their targeted customers along with utilising overall natural resources along with upgrading overall technology. Through the effectiveness of training, communication of the key outcomes can be established by enhancing the satisfaction rate of the employees. 
On the contrary, Brown-Crawford (2022) stated the disadvantages of the environment which include employees being underpaid, poor direction provided by the upper management and lower morale of the employees. The negative implications included numerous negative feedback by the organisation along with inefficiency in the overall ambience. Dispersion of the overall workforce can also create challenges for the employees due to ineffective training practices to the employees.  
TOWS Matrix 
It is a framework that assesses the opportunities, threats, strengths and weaknesses in order to identify a strategic direction and is used primarily for deciding business strategies (Dandage et al., 2019).
	
	Internal Factors 

	
	
	Strengths 
· Wide Range of services including hotels, spas and a wide range of food options along with serving a driveway within 500 acres of service parkland (Lucknampark, 2023). 
· The hotel has been operating its service in its 303rd year (Lucknampark, 2023). 
· Focusing on sustainability and protection of the environment where they are connected with natural surroundings (Lucknampark, 2023). 
	Weaknesses  
· Negative feedback is being received based on higher prices along with complexity. 
· Inefficiency in the overall ambience. 



	External Factors 
	Opportunities 
· By making use of sustainability, their food waste is broken down into anaerobic digestion which helps in utilising natural resources. 
· Targeting the budget category along with the utilisation of numerous services. 
· Upgrading technology like AI and other business processes can be an opportunity. 
	Strength Opportunities
· With the help of sustainability, a wide range of opportunities can be identified for Lucknam Park Hotels such as providing effective services to both the guests and the community.
· Expansion of their services by targeting the overall budget category. 
· Through technological advancement, the well-being of the environment can be protected. 
	Weakness Opportunities 
· Technological advancement can improve the company's overall ambience. 
· Targeting the budget category can help in ironing out the issues of negative feedback from the customers. 









	
	Threats 
· High level of competition in the market from the competitors like Roganstown Hotel & Country Club, The Roxburghe Hotel & Golf Course and so on. 
· Around 65% of the overall footfall has decreased in the hospitality sector which can create a negative impact on the company as a whole (Statista, 2020). 
	Strength Threats
· Establishing a wide range of services can eliminate the competitive threat. 
· The negative effects of the pandemic can be countered by connecting through natural surroundings. 
  
	Weakness Threats 
· Eliminating negative feedback can also raise their competitive advantage in the UK market. 
· Improving the ambience can help the company in recovering from the after-effects of the pandemic.







Table: TOWS Table of Lucknam Hotel 
(Source: Created by the learner) 
In relation to the TOWS Matrix, the company can undertake strategies of Strength opportunities of Strength Threats to establish dominance in the UK market. These include a vast range of opportunities to provide effective guest services with respect to effective sustainability. A sustainable business leads to higher accountability and acceptability and gains competitive advantage (Nosratabadi et al., 2019). Also, the expansion of their overall services can also take place through technological advancement which can also help in protecting the environment. The company’s overall ambience can also be improved by advancing in overall technology. On the other hand, the company can establish their strengths to counter the threats or take protective measures by considering both the weaknesses and the threats. This includes establishing services in eliminating the competitive threat or focusing on improving customer feedback to increase their competitive advantage by eliminating their competitive threat.  
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	Number 
	Problem 
	Solution 
	Desired Outcome 
	Timescale 
	Completion Date 
	Planned Budget 

	1
	Challenges in cost of training. 
	In order to overcome the challenges, it is crucial in the creation and incorporatiof a strategy including consistency in communication and establishing an agreement with the worker. 
	Through effective training, the employees can gain newer skills and knowledge. It can also help in learning the most effective skill which happens to be the learning transfer  
	3 months 
	24/04/2023
	£5000

	2 
	Challenges of expensive services 
	Implementation of a cost-effective approach which can help in saving the company a lot of money. This can be done through an effective customer-driven approach through validation services.   
	It can ensure profitability of an organisation along with sustainability. A higher customer retention rate can also be observed to track the failures implemented by the business. 
	4 months 
	24/05/2023
	£7000

	3
	Challenges of the company’s management structure
	Addresing the issues faced by the business. Also leveraging on strength by fitting with the needs of the hierarchy. 
	It can help in easier performing of the tasks by performing the tasks at the right disposal. This can also help in effectively carrying out several tasks. 
	5 months 
	24/06/2023
	£8000

	4
	Ineffective ambience 
	Refurbishing the lighting and decor along with cleanliness. 
	Higher customer satisfaction combined with higher morale of the employees. 
	3.5 months
	09/05/2023
	£7000

	Total Budget 
	
	
	
	
	
	£25000


Table: Action Plan 
(Source: Created by the learner)
[bookmark: _7ur0v3jyv6w1][bookmark: _Toc125541214]Recommendations 
Based on the analysis and discussion above the following recommendations can be listed which can be followed by Lucknam Park Hotel to improve strategic operations. The total budget for the improvement of the operations has been estimated to be £25000.
· It is recommended for the hotel improve the ambience of The Brasserie food court. In this improvement, the incorporation of candles and adjusting the lighting to dimmer ones are recommended.
· Lucknam Park Hotel is recommended to incorporate a strategy that includes consistency in communication. The establishment of an agreement with the workers is also recommended. 
· Arranging effective training programmes for the employees is recommended for the company.
· Implementation of cost-effective approaches is recommended with the help of a customer-driven approach.
· The company is recommended to review the hierarchy of the company. 
[bookmark: _db4lxa1ppxq4][bookmark: _Toc125541215]Conclusion 
Thanks and regards for choosing us and we hope our service has been able to meet the needs and look forward to working together again in future. Here is a recap of the report.
The report has covered the different aspects of the operational aspects of the Lucknam Park Hotel. In this context, the details of the hotel has been presented. Analysis of the internal and external business environments of the company has been done by using the PESTEL and SWOT frameworks. It has been found that the hotel has a mixed impact from the effects of the external business environments. Along with these, the operational management strategies implemented by the hotel have been analysed to identify the problems. 
[bookmark: _7tgb29oo4djv]The planning, design, technology, staff training, customer satisfaction and other aspects have been included in this context. The management structure and the ambience have also been found to have some negative aspects. The primary findings of the report have shown that sustainability challenges, inefficient ambiences, and unfavourable economic conditions. The financial accounts have also been assessed and the straterguc position has been found in this context. The TOWS matrix has also been applied in the organisational context of the Hotel. The competitive advantages have been found to be availed by the company by implementing the action plan effectively. The action plan has focused on finding the solutions to the problems and the respective budget for the solutions have also been figured out.
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