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This report is based on the London Dungeons. The report is an analysis of the organisation and how it is run. It included ratios of finances of its parent company Merlin, it also includes human resources and economics. Overall London Dungeons are a very successful organisation, which is known all over the world with 8 locations. The Dungeons find it highly important the ensure that they work and employ staff from different backgrounds and travel to the different locations to learn how they are run. The finances of Merlin’s comparing 2015 and 2016, prove that 2016 was a better year compared to the year before. 
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Introduction

For this analysis an in depth look into the London Dungeons is required, it will include a researched look into how political, environmental, social and economic facts affect the business and how serious some of these factors can be. An analysis will be made on the relationship between both the managerial expertise and organisational performance which shows how the London Dungeons are run and how different they are compared to the other dungeons in the UK. Key skills of the organisation will be stated and how the organisation manages its services. Factors such as how they deal with equality and diversity will be assessed along side the recruitment process. A financial break down and analysis will be made on the Merlin’s Entertainment Group. 
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Economics
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· P-  BREXIT has created uncertainties and debates which is putting organisations in the dark as to how BREXIT is going to affect them.
· E-  as the minimum wage has increased this means that the London Dungeons will have to pay their staff more than what they are already paying.
· Pricing of transportation needs to decrease for more domestic and inbound tourists to travel to London.
· According to VisitBritain more transportation links need to be installed, as domestic visitors find it difficult getting to and from London due to how busy the city is.

· S- Disposable income varies, with the cost of living increasing, people do not have the disposable income to go on holidays or even weekend breaks to places such as London which would mean the attraction isn’t reaching its full amount of visitors
· T- The Dungeons need to try and keep up to date with technology, by introducing more interactive and special effects to make the attraction more frightening and realistic
· L-  The dungeons need to promote their own legislations  
· E-  They need to promote that the site is enforced by the local health and safety executive and Environmental department to ensure that no issues 

Brexit is becoming more and more worrying for organisations in the tourism industry. Organisations are in the dark about how Brexit is going to affect the number of visitors they are going to have. With no definite answer on how this will affect them they will need to try and remain positive for the time being. There is a very strong chance that when Brexit eventually happens, London Dungeons will bring in a lot more tourists into the UK and create more domestic tourism. Effects from Brexit are already in place such as, your passport needs to have at least two years left, other wise you will not be allowed to travel.
The economy is always changing as will have an everlasting affect on businesses. For example, this April the minimum wage has increased by an average of fifty pence (GOV.UK). Every year in April the minimum wage tends to increase, and organisations will need to stick to these amounts which could also affect them especially when Brexit takes place. According to TheManufacturer since 2012 prices for transport have staggered and it has resulted in thousands of complaints to trainlines about the prices as they continuously increase. With the steep pricing of transportation to get to London it will affect all organisations by not reach their full visitor protentional, transportation services such a First Great Western would benefit by putting their prices as more tourists will be more willing to use their services at a cheaper cost. Hotels in London are also incredibly expensive which is another reason why tourist choose to go to different parts of the UK or travel to Europe instead. VisitBritain has stated that more transportation links need to be made all over the UK to make travelling to London a lot more convenient. It takes some tourists hours to get into London by taking multiple trains or buses. Driving into London is also a fearful experience for certain people as it is always congested and there is also a risk of tourists being charged congestion fees. All these factors add up to play a part into why tourist do not want to travel to London, if transportation issues where limited and reduced it would encourage new potential tourists to go there as it would put them at ease traveling to and from the busy city. 
Disposable income it very important when it comes to tourists planning and booking holidays, which is why in todays day and age most people take more city breaks and weekend trips away. Although with the cost of living going up this will have a major effect on domestic tourists, this results in less people who work and own their own property to have less disposable income. Due to London being very expensive in every aspect, it does not always have to result in this, there are many ways in which tourists who do not have much disposable income to travel to London. Staying just outside the city could be more deal for tourists, they would have to travel into London, but this could also be quite cheap as the London underground is very cheap. The London Dungeons will need to increase their marketing to get more tourists into London, as they are not reaching their full potential number of visitors.
Technology is advancing at a wild rate, which gives organisations such as the Dungeons a reason to try and include more technology and interactive parts to the attraction. ‘Visitor attractions are constantly fighting to keep up with expectations and demands of 21st century visitors.’ (Blooloop, 2019). Attractions are always in competition to be the most unique and personal experience that they can offer visitors. Virtual reality is starting to establish into a lot of new and old attractions which is attracting a lot more visitors which is why it is important for the London Dungeons to keep up with these technology trends. Although virtual reality is not the best version of technology to introduce to the Dungeons as it is a walk-through tour, the best version of technology would be augmented reality, which introduces a digital world. This would make affects more realistic and engage the customers even more. With the competition being so strong the dungeons need to keep up with the competition.
For legal reasons, it is important for the Dungeons to put their risk assessment and all legal legislations on their websites. On their risk assessment it clarifies how they have assessed their disabled facilities and it shows the visitors how they run their business and shows that they are committed to ensure and puts visitors’ minds at ease. 
The environment is very important, especially now when there is a lot of problems going on in the world. According to FastWeb(2018), it is so easy for attractions to ensure that they are helping the environment, whether it is installing solar panels, recycling and not using paper. There is nothing to show that the London Dungeons are green in anyways and if that is the case then they need to make it known to the public as it is a very important things to consider in an organisation. Every little thing helps when it comes to being conservative to running a green organisation.
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· S- the dungeons is a franchise, has more than one location 
- Marketing works in their favour such as advertising on social media TV adverts and leaflets
-They have an international workforce, they have a range of different cultures surrounded around their staff
· W- popular times which include summer holidays, bank holidays. This creates a lot of queues which are not popular with tourists 
· The Dungeons need to try and advertise, when buying tickets online it is a lot cheaper than buying them on the day
· O-  weather, if there is bad weather it will not affect the dungeons in anyway, shape or form due to it being in doors If anything it would bring in more people during bad weather conditions 
· BREXIT could possibly increase the amount of both domestic and inbound tourist figures
· Introducing more locations 
· T- competitions e.g Disneyland Paris 
· BREXIT  unsure if it will affect tourist members 
· Terrorism 

One of the strengths of the London Dungeons is that it is part of a franchise. ‘The primary reason most entrepreneurs turn to franchising is that it allows them to expand without the risk of debt or the cost of equity.’ Stated by Entrepreneur (2015), shows that it is critical for the dungeons to be a franchise as when opening more locations will not cost as much as an organisation starting from scratch. It also allows the organisation to grow using the resources they already have and use the skills they have learnt by opening more than one Dungeons in this case. Marketing is another strength due to the dungeons being run by Merlin’s Entertainment. Due to it being such a big company it benefits by its parent company. On the terms of marketing it is best for Merlin’s to take over and advertise their whole businesses, especially as they are able to advertise all the organisations at the same and offer the multi ticket.
A weakness that comes along with any attraction but especially London dungeons is the peak seasons of the years, which is banks holidays, Easter, and summer holidays. There is a large issue with numbers when it comes to these times of the year. According to ResponsibleTravel if there is an issue with overcrowding and too many visitors at the attraction at one time then the organisation needs to change its infrastructure, which then means they need to figure out how to resolve the overcrowding. During the peak seasons they need to put in place a better structure to ensure that waiting times is at its minimum, especially if there are groups already booked in. They should try and reduce walk-ins during these times as it could lead to frustration for the tourists if they are waiting for a long period of time. Although when booking tickets  you are able to book more than one ticket for an attraction at a discounted price, they need to advertise that it is cheaper to book tickets online compared to buying tickets on the day. They also do not advertise that they offer a fast track ticket when you buy online. As soon as you click ‘buy standard ticket’ it gives you the option to buy a fast track ticket which is an extra ten pounds. You pay an extra ten pounds just to go straight into the dungeons as soon as you arrive. Without these offers being clearly advertised it could potentially mean that the dungeons lose business. There is also an option for a VIP ticket which includes the fast track and a premium drink and single photo which once again is also not clearly advertised. To gain more guests the dungeons and Merlin’s need to add this into the marketing campaigns and advertise a lot more to target markets. 
The weather is a good opportunity for the dungeons to get more visitors in during the bad weather. As it is all indoors, if visitors are in London for a city break or for the day and it rains, it is a good opportunity to go and experience the dungeons as it is all indoors. Indoor attractions are good during any weather conditions. the tour only lasts for two hours so you are not stuck in all day and if it rains you are getting out of the bad weather. Brexit could also have a positive effect on the dungeons. With Brexit happening it could bring in more inbound tourists and domestic tourists into London. If this happens then it will bring more money into the organisation and it will benefit them, specifically if they want to upgrade the dungeons in anyway shape or form.
There are many different threats when it comes to a tourist attraction, regardless of how big or small it is. Disneyland Paris is a massive competitor up against Merlin’s organisations. Although Merlin have brands all over the world Disneyland Paris is a big challenge. Millions of people each year go to Paris for a city break and usually the main reason is to go to Disneyland. Disneyland is a multibillion company that is extremely popular all over the world. The net income for the Walt Disney company last year was a staggering $12.598 billion which is based off just the California theme parks alone. Due to Paris and London being tremendously popular city breaks the dungeons need to compare the way they run their entire organisation and look at what places such as Disney are doing compared to what they offer. Outstandingly, Disney is a massive company, they are always adding new rides and building onto their parks to make them bigger and better. They are also up to date with new and upcoming technology. This is something that the dungeons need to take onboard, as they could upgrade their special effects and change the dungeons every so often so they can offer new experiences to previous visitors. Terrorism is a very serious thing to think about when it comes to travelling to London. Over the years there has been multiply terrorist attacks in London. These attacks are never planned and always out of blue, which is why London is a place in which serious factors need to be considered before travelling there. School, college and university trips to London are extremely popular, as there is so much to do there ranging from attractions, historic buildings and landmarks and any major event that is held there. For example, back in 2017 there was a terrorist attack which happened on London Bridge, London Bridge is only a ten-minute drive from London Dungeons. This would have resulted in London Dungeons losing a lot of business after this had happened. No one wants to go to London after something like this takes place, it is important that visitors feel safe and have confidence in that nothing will happen while they are there. Terrorism plays a massive part in tourism, due to the attacks being so big, where in which people lose their lives. There is no way the London dungeons cannot change any terrorism attacks from taking place and if they do happen there is no one the can bounce back quickly. Trusting the city comes back in due course and unfortunately, the dungeons need to hang in and ensure themselves than eventually things will be back to normal. Unfortunately, people and potential visitors will find out about these attacks and it can instantly stop them from coming to London.
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· Gross Profit
Gross profit / sales x 100 = %
2015: 1,085,000,000 / 1,202,000,000 + 76,000,000 (1,278,000,000) = 0.84 x 100 = 84.8%
2016: 1,230,000,000 / 1,371,000,000 + 86,000,000 (1,457,000,000) = 0.84 X 100 = 84.4%
· Net Profit
Net profit / sales x 100 = %
2015: 170,000,000 / 1,278,000,000 = 0.13 x 100 = 13.3%
2016: 211,000,000/ 1,457,000,000 = 0.14 x 100 = 14.4%

· ROCE
Net profit + loan interest / total assets less current liabilities x 100
2015: 170,000,000 + 4,600,000 (174,600,000) / 2,478,000,000 = 0.07 x 100 = 7.04%
2016: 211,000,000 + 4,600,000 (215,600,000) / 2,959,000,000 = 0.07 x 100 = 7.28%
· Total assets turnover
Sales / Total assets less current liabilities
2015: 1,278,000,000 / 2,478,000,000 = 0.51 times
2016: 1,457,000,000 / 2,959,000,000 = 0.49 times
· Fixed assets turnover
Sales / Fixed assets
2015: 1,278,000,000 / 2,475,000,000 = 0.51 times
2016: 1,457,000,000 / 2,958,000,000 = 0.49 times
· Working capital turnover
Sales turnover / net current assets
2015: 1,278,000,000 / 3,000,000 = 426 times
2016: 1,457,000,000 / 1,000,000 = 1,457 times
· Current ratio
Current assets / current liabilities
2015: 260,000,000 / 257,000,000 = 1.01
2016: 340,000,000 / 339,000,000 = 1.00
· Quick ratio
Current assets – stock / current liabilities
2015: 260,000,000 – 30,000,000 = 230,000,000 / 257,000,000 = 0.89
2016: 340,000,000 – 36,000,000 = 304,000,000 / 339,000,000 = 0.89
· Debtor days
Debtors x 365 / sales
2015: 76,000,000 x 365 = 27,740,000,000 / 1,278,000,000 = 21.70 days
2016: 86,000,000 x 365 = 31,390,000,000 / 1,457,000,000 = 21.54 days
· Creditor days
Creditors x 365 / purchases
2015: 41,000,000 x 365 = 14,965,000,000 / 189,000,000 = 79.17 days
2016: 63,000,000 x 365 = 22,995,000,000 / 233,000,000 = 98.69 days
· Debt ratio
Total debt (current liabilities + long term liabilities) / total assets (fixed assets + current assets)
2015: 257,000,000 + 1,320,000,000 = 1,577,000,000 / 2,475,000,000 + 260,000,000 = 2,735,000,000
           1,577,000,000 / 2,735,000,000 = 0.57
2016: 339,000,000 + 1,518,000,000 = 1,857,000,000 / 2,958,000,000 + 340,000,000 = 3,298,000,000
           1,857,000,000 / 3,298,000,000 = 0.56
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[bookmark: _GoBack]The tourism industry is a large field with in the service industry, therefore it is very important to set of financial ratios that can be used to analyse companies across multiple industries. The gross profit measures the margin which is made by sales. These figures tend to remain the same and usually consistence. The only way changes will differ would be due to changes in prices purchase cost or stock shortage. There is a slight difference of percentage is which the gross profit was 84.8% and decreased by 0.4%. This would be nothing to worry about for Merlin’s entertainment group as they could always change the price of tickets for attractions to get the percentage back up. NET profit is the total profit which is made after all expenses have been paid including paying their employees. There was a 1.1% increase from 2015, which meant that the NET profit for 2016 was 14.4%. This is not a large amount of profit as usually if its 20% it shows that an organisation is in a very good position. ROCE is return on capital employed, this is the ratio that measures a company’s profitability, there was not much change between 2015 and 2016, with just a slight increase of 0.24%, this is show Merlin’s that they need to try and up this number due to it being slightly low. The total assets turnover and fixed assets turnover for the both years had the same results in 2015 the results were 0.51 times and then 0.49 times. Asset turnover tells the company how efficient assets are being utilised. Then the fixed asset ratio is the ratio of the sales to the value of fixed assets. This informs management how well the organisation is using its assets to generate sales. Current ratios is the ratio that is in place to suggest whether or not the business has enough money to meet its debt. An encouraging number for a business to have would be 1.7-2.0. Again, there is not much difference between 2015 and 2016, with 2016 being 0.01 less than 2015. The current ratio for 2016 was 1.0 which is quite poor considering the encouraging numbers are 1.7-2.0. Debtor days is payment from debtors should be received with in 30-36 days, which is a reasonable time frame. The number for 2016 are quite low compared to the reasonable time frame which is 21.54%. Overall Merlin’s Entertainment performed better in 2016 compared to 2015. After seeing the results they are able to learn and try and increase their performance and try and increase their profits.
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A good objective for the London dungeons to help customer flow would be to introduce new stories into the attraction, to increase profits over three years. This would not only help Merlin’s it would help the dungeons to boost their visitor numbers, as introducing new stories would entice old visitors to come back and experience something different to the first time they visited. Another smart objective would be to introduce new technology to the stories which would be another to increase profit and net profit. Technology is so big in todays day and age it would be another way to entice old and new visitors to the dungeons. 


Human Resources

Recruitment and selection is extremely important when it comes to employing the right people, especially in the dungeons. The dungeons need to have the right people in as most workers there are actors. They are very keen on employing people of all ages, races, gender and nationality. A lot of the employees there are from all over the country. The workers who are already there tend to travel to all the other dungeons to share creative ideas (Campaign Live 2010). This ensures that all the locations work together and introduce all the different employees, this is one way to improve team work and how to deal with the different customers the dungeons attract. In every organisation there are actions plans in place to guarantee they hire the best people possible. Their interview stages are simple and easy, there are two simple interview processes. The first one is a group interview where management will assess the interviewees and how the manage to work as a team with people who they have never met before. They will then ask you a certain question to test you and put you on the spot, they want the interviewees to stand out and give a unique answer. Then the second stage is the one to one interview, management will choose individuals who stand out from the crowd. They will want to get to know you on a deep basis and will want to know about your work ethic to see if the interviewee is up for the challenge of working in the London Dungeons.
Equality and diversity is other term which means equal opportunities. It is against the law to discriminate some because of their disability, race, sexual orientation, age, gender and religion. Every organisation needs to oblige and work to cover the Equality act 2010. The act will legally protect people from discrimination in the workplace and it will also protect people in a wider society. Unfair treatment in the work place is illegal which is why the act is in place and it helps the individuals who have been mistreated and gives them guidance on how to go about making a complaint. It is important for London dungeons to ensure that they express how important they feel about being a diverse organisation, especially as they hire people of all different diverse backgrounds. They also have people there from the other locations all over Europe and the UK to share ideas and share how different employees work. The dungeons are accessible for people with disabilities, The London Dungeons state on their website that they offer carers tickets which are able to be purchased when buying normal tickets. They also state on their website that people who need wheelchair access need to book in advance and can book a time slot for every quarter past the hour. Having one time slot for a disabled user may not be ideal for some tourists as they are only able to go in at certain time slots, it could be beneficial if they expand this option as it could result in the dungeons losing business. For those with mobility impairments they are required to stand for the majority of the experience and when it comes to seated areas they cannot guarantee priority seating, this could have an effect on the dungeons as people with mobility issues may find it necessary that they are obliged to have a seat in the seated areas of the attraction. They do however inform potential tourists of how the attraction can affect people with autism and other neuro-diverse conditions.
Performance management is ways in which the organisation is run, and it is a major tool to have when running an organisation. It helps the organisation and employees communicate their targets, expectations and guidelines which are set for the work force by management. Merlin’s Entertainment is the parent company and have the main say on how the organisation is run overall. The management at London dungeons need to be already and aware of the way the organisation is performing, as it is such a popular tourist attraction, they would not be able to run efficiently without targets being met and performance skills being produced at the best of their ability. Back in 2013 the dungeons decided it would in their best interest to move from Tooley Street to County Hall, South Bank. This was a massive benefit on the organisation to move locations, as South Bank it is now grouped with Merlin’s other owned attractions, such as Sealife, Shrek’s Adventure and the London eye. Although it was a brave move to make it has benefited the organisation so much. It also makes things a lot easier for tourists as there is something for everyone to experience down on the South Bank. These are factors which will improve performance management as the management team at London dungeons would of needed to ensure that the move was easy for the employees and make sure that the organisation would run exactly the same and better compared to being located in Tooley Street.









Conclusion 
To conclude London Dungeons is an extremely popular tourist attraction which is located in the UK and Europe with 8 locations. A recommendation would be for them to introduce more dungeons in new locations. Cardiff would be a prime place for another dungeon to be open. Places like Cardiff which is the Capital city of Wales is an extremely popular city destination. With more locations open it would give the visitors more options to choose which one to visit as all of them have unique and different stories behind them. By adding more locations, it could also benefit visitors who do not want to travel far. People from Wales and the west of England may prefer travelling to Cardiff to experience this attraction, as it is not as congested as London. Creating more marketing which is directly for the dungeons could make a massive impact on increasing visitor numbers. Although Merlin advertise its whole company it is important that the dungeons take it into their own hands and start to boost advertisement. Introducing technology would keep the organisation competing with their competitors. Overall the organisation is doing extremely well and will continue to do so. 
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