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Executive summary 
This report aims to enhance an in depth understanding of the challenges that face the organisation LEGOLAND. The report will analyse three main sections which include the business environment, finance and Human Resources.  



























Introduction 
LEGOLAND Windsor is theme park situated in Windsor, England. The organisation is owned and operated by Merlin Entertainments which is a global leader in family entertainment. The organisation Merlin Entertainments owns and operates 100 attractions which are based in 22 countries across the globe and LEGOLAND is one of these. LEGOLAND Windsor includes a water park, theme park and a hotel making it one of UK’s top tourist attraction. 
This report will investigate the business performance of the organisation during the years of 2015 to 2016. SMART objectives will be set in place for the following year in order to help make improvements for LEGOLAND. 
A PESTLE and SWOT analysis will be conducted during this report to discover the internal and external risks that may have a possible affect on the organisation. Improvements and changes will be suggested, this will potentially benefit the business and the social performance of LEGOLAND. 
The report will also assess the employee recruitment selection process, diversity and equality and performance management. This will also include recommendations for the organisation. 


















Business environment 
It is vital to conduct an internal and external analysis of a business. By undertaking a SWOT analysis, the business will be able to use the results to guide them to being more successful in the future. A PESTLE analysis is important as it will help businesses determine the political, economic, social, technological, legal and environmental factors that are could impact their business. 
Pestle analysis 
Political factors
Brexit causes a forecast on the economy making it a lot harder for organisations such as Legoland. The price of the importation of goods will rise due to free trade between the UK and EU will no longer cease to exist (Market-Inspector, 2019). David, D states (David, D. 2019) that Brexit will influence the pound making it weaker. The result of a weaker pound will affect UK holidaymakers as the cost of going abroad will increase, this will benefit LEGOLAND as their visitor numbers will rise. 
Varney, N (Eventbrite, 2016) states that tourism and leisure will flourish even with the impact of Brexit. A weaker pound will be in favour for visitors and exports. Merlin entertainment reports that Brexit will not cause damage to its business including its tourist attraction LEGOLAND (Davey, J. 2016).  The organisation also claimed that Merlin’s revenues would benefit from Brexit and the United Kingdom will be cheaper for foreign visitors (Riderater, 2018). 
According to Gov (Gov, 2019), the threat to the UK from international terrorism is highly likely. Recent terror attacks have had an impact on Legoland visitor numbers which has resulted in slowed revenue growth (Cheetham, J. 2017). During 2017, terror attacks that took place in the United Kingdom had impacted Merlin entertainments by a reduction of visitor numbers (Bloomberg, J P. 2017). 
The potential risks Brexit will have on the United Kingdom will need to be acknowledged by LEGOLAND. LEGOLAND needs to be alert and prepared for any outcome Brexit will have on its business. Terrorism is undetermined, but LEGOLAND should obtain a high level of security at the park throughout the year in order to make a safe environment and to put their visitors’ minds at ease. 
Economic factors
As stated by Trading economics (Tradingeconomics, 2019), the disposable personal income during the year of 2018 has increased. The increase of disposable income has reached the number of 344938 GBP. According to Coren, B (Coren,B. 2019), Merlin entertainments has observed a growth in visitor numbers and revenue growth during 2019 which is caused due to the rise of disposable income in the United Kingdom. Merlin entertainments has also announced that the majority of their attractions including Legoland Windsor has had a revenue growth of 5.2% and a visitor number of 67 million during the year of 2018. Look at appendix 4 for household disposable income data. 
According to the Office for National Statistics (Ons, 2019), the overall employment rate in the UK has attained a new record of 76.1% meaning the unemployment rate in the UK is decreasing. The BBC (bbc.co.uk, 2019), states that Brexit may have a possible impact on weakening employment growth in the UK, which will be discovered in the next set of official data results. Look at appendix 1 UK’s unemployment rate statistics. 
As reported by Trading economics (tradingeconomics, 2019), The United Kingdom’s annual inflation rate has risen during February 2019. The rate has climbed to 1.9 percent which has impacted the cost of resources such as food and beverages resulting in it being costlier. 
Social factors
Domestic tourism in the United Kingdom is continuously increasing each year resulting in billions of visitors spend being generated and millions of jobs being provided (VisitBritain, 2017). Day visits in the United Kingdom during the year of 2017 had generated over £50 billion to the economy which had impacted visitor attractions with a 2% increase in visitors (VisitBritain, 2019). During 2017, LEGOLAND Windsor had 2.2 million visitors which ranked the park as one of UK’s leading amusement parks (Statista, 2017). Look at appendix 2 and 3 for domestic tourism statistics. 
Technological factors
Technology is developing and changing at a very fast pace. Small business (Smallbusiness, 2016) states that numerous businesses are unable to keep up with the speed of technology development. Businesses are investing time and money into technology in order to gain as a competitive advantage (Rogers, A. 2018). 
Technology is changing consumer behaviour which is having an impact on businesses such as LEGOLAND. Each year even more consumers are using smart devices as it offers convenience and peace of mind (Claveria, K. 2019). Consumer behaviour relying on the use of technology is seen as an opportunity for marketers. Businesses can use this technology trend in order to gain a larger audience (Carter, J. 2019). In previous years, LEGOLAND has always relied on traditional marketing, the brand is using technology to its advantage by having social media pages to reach a wider target market (Internetmarkeinginc, 2019). 
LEGOLAND needs to be alert of the fast pace development of technology in order to keep up with other competitors and to retain its high number of visitors in the future. LEGOLAND should continue with keeping up to date the changes technology is having on consumer behaviour. 
Legal factors
Thomas, R (Thomas, R. 2018), suggests that Brexit will have a slight impact on the employment laws. There are numerous changes to the employment law in the United Kingdom which companies will need to be aware of. One of the employment law changes consists of companies with over 250 UK employees will need to disclose the pay gap between the chief executive and the companies average UK worker (Bira, 2019). Another employment law change set for April 2019, is an increase in the National minimum wage and National living wage. LEGOLAND has a high number of staff and will need to comply to the new changes of the employment law. 
Environmental factors
Travelweekly (Travelweekly, 2018) states that during the year of 2018, the UK top a new global sustainable tourism index. This means that the UK has been recognised for its commitment to develop and promote sustainable practises in tourism. In accordance to Bradford (Bradford.gov.uk, 2019), climate change will have many impacts on the United Kingdom. During the year of 2017 LEGOLAND Windsor had won the Green progress award due to LEGOLAND’s commitment in reducing waste and being more sustainable in order to help the environment. 
The impacts of climate change are, rising temperatures, rising sea levels, severe weather and rainfall. There will be an increase of rainfall which will have a massive affect on LegoLand as this could impact the number of visitors the organisation has. LEGOLAND Windsor resort has numerous outdoor rides which could be affected by severe weather conditions, which will result in not operating due to health and safety (Support.legoland, 2019). 
LEGOLAND should continue with their efforts of being sustainable. By being sustainable LEGOLAND will have an improved brand value and reputation, strengthened stakeholder relationships, an increased resource efficiency and meeting consumer demand advantage. 















SWOT analysis
Strengths 
LEGOLAND brand name is recognised globally and is known for its high-quality products and facilities.
The company has an easy access website and mobile app which is informative including details about the facilities and online ticket purchasing making it easy for customers. 
LEGOLAND Windsor consists of a water park, LEGOLAND park and a hotel. All based at one location making it a popular UK destination for families. 
Weaknesses 
High levels of seasonality will have an impact on revenue due to visitor numbers not being consistent all year round. 
The location of LEGOLAND Windsor is situated quite closely to other competitors which target a demographic of all ages such as Thorpe park and Chessington world of adventure. 
LEGOLAND mainly targets the younger demographic resulting in missing out on capitalising on the wider market.
Opportunities 
LEGOLAND can benefit from the development of technology and use it to help market and advertise in order to reach out to a variety of potential customers. 
Creating a range of seasonal events which will ensure high visitor numbers all year round. 
Introducing new elements to the park such as new attractions will generate more visitors. 
Threats 
Competitors introducing newly developed products and services could impact LEGOLAND’s visitor numbers as LEGOLAND could potentially decline in popularity and the attraction will be less of a draw to future generations. 
Severe weather is a huge threat to LEGOLAND, the weather will result in numerous rides being closed for health and safety reasons. 
Terrorism fears could put visitors off from going to a highly crowded tourist attraction. 




Ratios 
	                                                        Merlin entertainment 

	Year 2015
	Year 2016

	Gross profit
1,085,000,000/ 1,278,000,000 x 100 = 84.89%
	Gross profit
1,230,000,000/1,457,000,000 x 100 = 84.42%

	Net profit margin
170,000,000/ 1,278,000,000 x 100 = 13.30%
	Net profit margin
211,000,000/1,457,000,000 x 100 = 14.48%

	[bookmark: _Hlk4072794]ROCE
174,600,000/ 2,478,000,000 x 100 = 7.04%
	ROCE
215,600,000/ 2,959,000,000 x 100 = 7.28%

	Asset turnover
1,278,000,000/ 2,478,000,000 = 0.51
	Asset turnover
1,457,000,000/ 2,959,000,000 = 0.49

	Fixed assets ratio
1,278,000,000/ 2,475,000,000 = 0.51

	Fixed assets ratio
1,457,000,000/ 2,958,000,000 =0.49

	Working capital turnover
1,278,000,000/ 2,475,000,000= 0.51 

	Working capital turnover
1,457,000,000/ 2,958,000,000= 0.49

	Current ratio
260,000,000/ 257,000,000 = 1.01

	Current ratio
340,000,000/ 339,000,000 = 1.00

	Quick Ratio
260,000,000- 30,000,000/257,000,000 =0.89
	Quick Ratio
340,000,000- 36,000,000/ 339,000,000 =0.89 

	Debtor days
76,000,000 x 365/ 1,278,000,000 = 21.70 days

	Debtor days
86,000,000 x 365/ 1,457,000,000 = 21.54 days

	Creditor days
41,000,000 x 365/ 189,000,000 = 79.17 days 
	Creditor days
63,000,000 x 365/ 233,000,000 = 98.69 days 

	Debt ratio
1,577,000,000/ 2,735,000,000 = 0.57
	Debt ratio
1,857,000,000/ 3,298,000,000 = 0.56











Analysis and key performance indicators 
Key performance indicators are a variety of measures that an organisation uses to determine its performance over time. KPIs are important for an organisation to measure how well they are operating and how they could make improvements for the future (Rouse, M. 2019). 
The gross profit of the organisation has proven to be consistent from the year 2015 to 2016, although there is a slight decrease in 2016. The reason being for the consistent result could be due to a steady number of sales and customers. According to Statista, there was a slight drop in Merlin Entertainment visitor numbers during the year of 2016, this result could be the reason of the gross profit decrease (Statista, 2019). A consistent gross profit ratio is a positive result for Merlin Entertainment. 
The net profit margin is a percentage of revenue which remains after the deduction of expenses (Accountingtools, 2019). There has been a slight increase in Merlin Entertainments net profit during 2016. The increase could be due to the savings of expenses paid by the organisation. 
The ROCE ratio is used to evaluate the performance of a business. The ROCE ratio points out the overall number of capital consumed for the acquisition of profit.  Merlin Entertainments ROCE ratio has increased slightly during 2016 but has stayed consistent over the two years. A consistent ROCE is a positive result for an organisation (Efinancemanagment, 2019). Although the ROCE ratio is consistent, the overall ratio is considered quite low which could be due to assets not being used efficiently. The ROCE ratio can be used to compare to other organisations within the same sector as Merlin Entertainment. The organisation should use this as an opportunity to compare its result to other competitors and also take a look into spotting trends that might appear over a number of years to see if there are increases in the figures.
The asset turnover ratio measures how efficiently an organisation assets are being utilised. Merlin Entertainment asset turnover has a slight decrease in 2016. The organisation could compare its asset turnover ratio to other competitors as this will show which organisations are being more productive obtaining sales from their assets. 
The fixed assets ratio determines how efficiently an organisation utilises its fixed assets to make sales. The fixed assets ratio for Merlin Entertainments has decreased slightly during 2016, the decrease could be caused by the organisation over investing in other fixed assets. 
Working capital turnover determines an organisations effectiveness in using its working capital. Merlin Entertainment should compare its working capital turnover to other organisations to determine how well the organisation is doing. The working capital turnover has decreased slightly during 2016 meaning that the organisation may not be generating more revenue with its working capital (Borkar, P. 2019). 
The Current ratio displays how rapidly cash can be accessed in order to pay expenses or settle debts. The current ratio is a vital measure of liquidity as expenses and debts are expected to be paid within the next year, meaning that Merlin Entertainments has a restricted time to generate the money to pay for these liabilities (myaccountingcourse, 2019). An acceptable current ratio must be 1.5 or above but an organisation can set its own objectives. Merlin Entertainments current ratio during both of 2015 and 2016 was just below the acceptable mark. The organisations low current ratio suggests that there might not be generating enough cash to be able to pay off its debts. 
The quick ratio for Merlin Entertainments has stayed exactly the same for the year of 2015 and 2016. This ratio is considered as in unacceptable limits which is worrying for the organisation. A low quick ratio could mean that the organisations sales are decreasing (Corporatefinanceinstitute, 2019). 
The Debt ratio reviews the amount the organisation finances itself through debt. In some cases, debt could be considered as not a negative thing for an organisation as borrowing can finance growth. A debt ratio below the number of 35% is considered as good. Merlin Entertainments debt ratio is considered to be quite high during the year of 2015 and 2016. The figures suggest that the organisation was over subscribing to debt to enable to finance itself. 
Creditor days displays the number of days the organisation takes to pay creditors. Merlin Entertainments creditor days ratio in 2015 is shown as quite high, the 2016 ratio climbed even higher which is rather concerning as it could mean that the organisation might not have the sufficient funds to pay its creditors. A reasonable creditor day ratio would be 30 days, which compared to Merlin Entertainment creditor day ratio quite is alarming. 
Debtor days quantifies how promptly an organisation is paid back its dues (Barttelot, E. 2018).  Merlin Entertainments debtor day ratio during 2015 and 2016 has stayed at low number meaning that the organisations debtors were paying earlier than the time frame of 30-36 days which is favourable for the organisation. 










SMART objectives 
SMART stands for specific, measurable, achievable, realistic and timely. SMART objectives are vital for guiding organisations in the right direction to succeed. Without SMART objectives an organisation would not have the ability to track their progress and measure how well they are functioning. This ensures that the organisation sees progress in steps and will not set itself up to fail with some unrealistic and unachievable goals. It is often the best way for a company to grow as it is rare for something to be making large strides at once without tripping up along the way (Mindtools, 2019). 
The following are SMART objectives created to guide LEGOLAND in the right direction: 
1. To increase visitor numbers by at least 5% by the end of the financial year. 
This SMART objective was created with the intention to improve LEGOLAND’s gross profit. By setting a goal of increasing the organisations visitor numbers, it will have a positive impact on the gross profit by increasing it too.  To achieve this objective LEGOLAND should invest more time in promoting the attraction in order to gain more visitors. The organisation could also introduce a variety of offers and deals all year round which will lead to attendances due to returning visitors. 
2. To boost number of sales by at least 5% by the end of the financial year. 
By boosting the number of sales at LEGOLAND, this will benefit certain key performances indicators such as the quick ratio, the current ratio and the gross profit. Setting a goal of at least 5% is realistic for LEGOLAND as this will most likely be achievable. This SMART objective builds upon the previous SMART objective of increasing visitor numbers, as an increase of visitor numbers will lead to an increase in sales. This SMART objective can be met by the organisation offering promotional deals. 
3. To establish low cost suppliers by the end of the financial year. 
By shopping around to find cheaper suppliers this will benefit LEGOLAND as they will be saving unnecessary costs. A lower budget needed will result in an increase in profit or LEGOLAND could use this to invest in other things.  








Human resources
The recruitment and selection process are vital elements for an organisation. An organisation must use this process to find the right person who will hold relevant skills and abilities which will meet the organisations current and future needs (Businesscasestudies, 2019). An organisation will identify that there is a need to open up a job position to employ someone. Application forms for the specific job role will be released then returned to the organisation which is part of the recruitment process.
The selection process which is followed after the recruitment process, consists of carrying out a variety of procedures in order to find the right candidate to fill the job position. Once the organisation selects the candidate for the job role, training will be carried out. The training will consist of numerous activities that will enable the candidate to have the correct knowledge, skills and attitudes in order to be successful. 
LEGOLANDs recruitment and selection process consists of the organisation advertising a job position online. Once the closing date of job position is met, the organisation will select numerous candidates that will then be informed to attend an interview. LEGOLAND selection process may include either an interview, assessment centre or a presentation. Their selection process is designed to help assess whether the candidate has the skills suited for the job position. A group interview will be held at the assessment centre, this could involve up to 40 applicants per session. A variety of activities will take place which all candidates will need to take part in (Jobs.LEGOLAND, 2019). After the group interview takes place, individual interviews with the hiring manager will be followed through (Job-applications, 2018). The next step after the selection process would be the organisation offering a job to the successful candidates. 
While LEGOLAND has a good recruitment and selection process, there is room to improve. For example, in the group interview up to 40 interviewees might be too much for one interviewer to give a fair assessment and opportunity to all. This will influence the quality of the selection process and may result in the selection of a candidate who is not so well suited for the job. A suggestion to improve would be to perhaps halve the number of interviewees per session whereby the interviewer will be able to make assessments better. It is a well-known fact that classrooms of smaller sizes result in students with better opportunities to learn and participate, and teachers with a better platform to teach. Therefore, a smaller interview session will lead to a better performance from the interviewer. Moreover, they could offer more interview options including online and telephone interviews. This option would be more convenient and less time consuming for both the interviewer and interviewees. 
Equality defines as an equal opportunity for all, it ensures that all individuals have the same access to all opportunities (Equalityhumanrights, 2019). Diversity defines as recognising and understanding differences between people while respecting and accepting our individual differences (qcc.cuny.edu, 2018). Equality and diversity fall under the term used for equal opportunities. 
There are a range of discrimination acts that organisations must abide by in order to give all members of staff equal treatment and equal opportunities. The discrimination acts are, Equality Act, Human rights Act, Sex discrimination Act, Disability discrimination and race relationship Act (Marshallelearning, 2015). 
The equality 2010 act was introduced in order to protect people from discrimination. There are numerous categories of discrimination that fall under this act. The categories include age, disability, sex, sexual orientation, race, pregnancy and maternity, religious beliefs and marriage and civil partnership (Brighthr, 2019). 
During the year of 2003, a LEGOLAND Windsor employee made a complaint of disability discrimination. The employee had a permanent arm sling on his left arm. The employee was one of 58 who was presented with a long-service award which the award was modelled out of Lego. The award was a model of the receiver performing their LEGOLAND job. The LEGOLAND employees’ award models identified all of the recipients by their job position except for one employee who received a model identifying him by his disability. The employee’s complaint was dismissed but the employee successfully appealed (Personneltoday, 2003). This case highlights how important it is for organisations to treat all employees equally. After the year of 2003 a numerous amount of new laws have been put in place which aim to stop discrimination in the work place (Compactlaw, 2019).  
The case highlights that there is much more than one way to discriminate and in this case the discrimination comes in the form of using the disability as the recipient’s main identifying factor. Although this may not have been deliberate, this is still a form of discrimination as it singled the recipient out. There have been no recent cases of discrimination at LEGOLAND Windsor which means they are abiding by the discrimination acts. 
LEGOLAND holds the Level 2 disability confident employer standard, this enables them to recruit and retain people with health conditions and people who have disabilities. The organisation is an equal opportunities employer who offers support to all applicants throughout the recruitment process (LEGOLAND, 2019). There are offers of numerous job positions ranging from part-time, full time, weekend and over night shifts at LEGOLAND Windsor which makes it a flexible work environment to suit its employees. 
Performance management is a process of enhancing and improving employee performance which is met by appointing individual and team goals which are in line with an organisation’s objectives (Cipd, 2018). Performance management involves an evaluation of the performance of employees in order to assess where improvements can be made. 
Effective performance management could result in having numerous positive outcomes. Positive outcomes of effective performance management may consist of advancing individual or group productivity, improving communication between employees, meeting job responsibilities and expectations. 
Employees are a large contribution to the success of a business. The use of performance management will ensure that employees will do the best of their ability and will feel satisfied with their work life. Rewarding employees for their efforts will not only benefit their performance but it will also benefit the performance of the organisation. Rewarding staff performance could be identified as a tool to help organisations motivate their employees (Khera, R. 2018). 
Performance planning is a key element of performance management. Performance planning involves setting goals and determining what steps need to be taken to achieve those goals (Mitchell, D. 2007). 
Merlin Entertainment states that one of the organisation’s focus was to ensure that their employees across all of their sites were praised with a consistent benefits and reward package in order to make their experience memorable (Paterson, J. 2013). The organisation also offers the staff with the opportunity to win the long-service award. The award is presented to staff to show that they are all in it together and they all are getting recognised for what they do. Merlin Entertainment also provides their employees with an employee assistance programme which enables the organisation to support its staff by offering counselling.
Gender equality in the workplace has always been a sensitive topic around the world, both men and women should be entitled to equal pay and benefits for comparable roles, equal opportunities and equal consideration of needs (Brighthr, 2019) but in many countries this is not the case. According to Irvine, J (Irvine, J. 2019), the UK is gradually improving gender equality in the workplace. During the year of 2012 Merlin Entertainments started setting objectives with the aim to increase the percentage of female leaders in the organisation and to introduce a women’s leadership group (Paterson, K. 2013). 
[bookmark: _GoBack]The organisation has put in place an effective strategy of providing rewards and benefits to its staff in the return of high standard of employee performance. LEGOLAND could benefit greatly from performance management. The organisation could introduce a range of different strategies to make improvements. A strategy that could be introduced is feedback sessions between the employers and employees, this would not only improve the communication within the organisation, but it would also make all staff members opinions feel valued. 









Conclusion 
In conclusion to this report, LEGOLANDs internal and external factors have been assessed and displayed in a PESTLE and SWOT analysis. The PESTLE analysis results have displayed that there are numerous impacts that could have an effect on LEGOLAND in the future. The impacts include the result of Brexit, terrorism, disposable personal income, employment rate, annual inflation rate, domestic tourism, technology and employment laws. 
Secondly, Merlin Entertainments financial statements have been assessed by using key performance indicators. The results from the ratios have included a variety of positive and negative results. SMART objectives have been provided in order to help Merlin Entertainments make improvements in the future. 
Lastly, the report has acknowledged human resources. LEGOLANDs recruitment and selection process has been assessed and has shown that the process is successful but there is plenty of room for improvement. LEGOLAND has also shown that they are an equal opportunity employer which is important for the organisation. The performance management from the organisation has proven to successful as LEGOLAND prioritises their staff and uses effective strategies. 
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