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[bookmark: _Toc167590882]Executive Summary
The well-known British Souvenir hotel in Bath is having operational problems that are threatening its financial performance and competitiveness. The century-old hotel has 150 magnificent rooms, a fine dining restaurant, a health spa and large event spaces. Even with its historical value, its deteriorating infrastructure, high operating costs, and heavy reliance on seasonal visitors lessen its attractiveness. The hotel's reputation and bottom line necessitate prompt and wise resolution of these problems.
It is discovered that maintaining and updating the hotel's antiquated infrastructure requires substantial financial outlay. The history of the structure calls for renovations to carefully strike a balance between modernism and preservation. High running expenditures are brought on by rising wages, energy costs, and luxury expectations. Complicating this financial load are the hotel's erratic occupancy and revenues due to seasonal travel. The hotel has challenging cash flow since, according to operational statistics, occupancy rates peak during the tourist season and sharply drop during the off-season.
According to a PESTEL research, political unpredictability, economic instability, and technological breakthroughs all impact the hotel's operations. Tourism that is wellness- and sustainability-focused is favoured by society trends, which the hotel has missed out. SWOT assets of the hotel are its historical attraction and prime location; weaknesses are its outdated infrastructure and high costs. Programmes in wellness and cooking diversify sources of revenue, however there are risks associated with competitiveness and recessions. The TOWS report tackles inadequacies with cost management and strategic improvements, matching the hotel's strengths with opportunities like digital presence and energy-efficient technologies.
Several tactical recommendations are offered by these findings. First and foremost, the hotel needs a progressive renovation using modern materials to enhance the visitor experience while honouring its past. Installation of energy-efficient equipment and an energy audit might save costs and increase sustainability. Seasonal travel will be reduced by culinary courses and wellness getaways. The hotel's direct bookings and online engagement will increase with a comprehensive marketing strategy and website improvement. CRM systems and smart rooms will increase efficiency and tailor visitor experiences to match modern traveller expectations.
The comprehensive action plan outlines the stages, deadlines, budgets, and accountability of every project. Spending £2,000,000 over 18 months, the renovations will try to reduce disturbance to visitors. Energy efficiency will cost £500,000 spread over a year. Programmes for health and cooking will set you back £300,000 and take six months to launch. Improves in digital will take nine months and cost £200,000. For £800,000, CRM systems and smart technologies will be put in place over a 15-month period. Six months to streamline procurement will cost £150,000. Cross-training and flexible scheduling will optimise the workforce for £100,000 over a nine-month period. Completed in six and twelve months, specific marketing initiatives and meeting and event locations will cost £100,000 and £400,000, respectively. An annual budget of £100,000 will ensure smooth transitions with extensive training and change management initiatives.
These techniques will enable The British Souvenir to get past its current problems and ensure a promising future. Competitiveness, operational effectiveness, and sustainability of the hotel may be increased via strategic renovations, cost management, revenue diversification, and technological advancements. The British Souvenir will have its hospitality company growth and development guided by Premier Hospitality Consultants.


[bookmark: _Toc167590883]Introduction
The British Souvenir, a luxury hotel located in Bath, United Kingdom, mixes traditional allure with modern conveniences. The more than century-old hotel has 150 magnificent rooms, a fine dining restaurant, a health spa, and large event spaces. Though The British Souvenir is well-known and situated in a UNESCO World Heritage site, it is facing a number of serious issues that might compromise its profitability and competitiveness. These difficulties include an outdated infrastructure that requires major investment to maintain and update, rising wages and energy prices that boost operational costs, and a heavy reliance on seasonal tourism that produces variable occupancy rates and unstable revenue streams. In the very competitive hospitality industry, these issues need to be resolved if the hotel is to survive. The source of this study is renowned luxury hotel strategic management and operational excellence company Premier Hospitality Consultants. Offering a wealth of hospitality experience, this company assists hotels such as The British Souvenir in resolving challenging problems and achieving strategic goals. This paper will focus on long-term growth and efficiency by means of in-depth research and practical recommendations. In this study, the problems of The British Souvenir will be examined, and solutions offered utilising many approach frameworks. PESTEL will look at external macro-environmental factors of the hotel that include political, economic, social, technological, and legal. This research will make clear the hotel's larger background. The strengths, weaknesses, opportunities, and threats of the British souvenir will be evaluated both inside and outside. Giving a fair image, this framework will highlight the hotel's advantages and disadvantages. The TOWS study will provide strategic decisions based on the SWOT analysis that complement the external environment and strengths of the hotel. The hotel may take use of its advantages and address its shortcomings and risks by converting acknowledged problems into workable solutions. The research will mostly concentrate on change management and strategic recommendations. These recommendations will address problems and take advantage of growth possibilities in technology integration, cost control, revenue diversification, and infrastructure restoration. Every endeavour will have a detailed action plan that outlines its stages, deadlines, budgets, and duties for easy implementation. By using these concepts and controlling change, the British Souvenir may improve its sustainability, operational efficiency and competitiveness. The goal of the paper is to provide a strategic strategy that will maintain the hotel as a top choice and allow it to expand.
[bookmark: _Toc167590884]Analysis
[bookmark: _Toc167590885]Operational Challenges at The British Souvenir
The British Souvenir, a prestigious Bath hotel, is having operational challenges that are hurting its performance and image. Among these problems include an extensive dependence on seasonal tourists, expensive operations, and ageing infrastructure. The causes, effects, and present performance of these issues are examined in depth using the PESTEL, SWOT, and TOWS frameworks in the section that follows.
Aging Infrastructure
The aged infrastructure of the British Souvenir causes a number of problems that affect operations and the experiences of visitors. It is challenging and costly to modernise the hotel's services while preserving its historic building (Wallace and Curtis, 2023). Historical significance of the structure limits modern modifications without diminishing its value. Though it often raises maintenance costs and operational disruptions, this balance between modernity and preservation is essential (Jones & Lockwood, 2024).
Older buildings may have more expensive upkeep and more frequent breakdowns from outdated HVAC, electrical, and plumbing systems. Issues impede daily operations and irritate guests, which lowers ratings ((Bennett and James, 2020)). Older public areas and guest rooms exacerbate the issue as modern visitors want comfort and elegance that an old infrastructure is unable to provide (Walker, 2020). Reconciling the hotel's historic charm with contemporary guest expectations usually calls for a substantial amount of renovation and refurbishment (Hemmington, 2019).
Aside from obvious wear and tear, outdated infrastructure may make it more difficult for the hotel to compete with more contemporary, newer amenities. Newest technology and design draw in tech-savvy, comfort-seeking guests to modern hotels (Buhalis& Law, 2018). To remain competitive, the British souvenir has to upgrade its infrastructure, which might be expensive and necessary for meticulous planning to reduce visitor annoyance (Pizam, 2017).
These upgrades are costly because of the structural changes and adherence to modern building regulations. Building accessibility for the impaired or the installation of new fire safety measures come with a high price and planning (Nolan, Roberts, and Hughes, 2021). Renovations need to be attentive to the building's past as well, which calls for more costly materials and expert knowledge (Philips and May 2022).
Ageing infrastructure has a big impact on how well things run. Less energy-efficient older systems increase power bills. Inefficient temperature control and higher energy consumption of older HVAC systems increase hotel operational costs and carbon footprint (Enz, 2020). Regular maintenance issues may also divert hotel employees from providing guest services to fixing and maintaining (Lashley & Morrison, 2020). This reduces service quality and staff morale.
High Operational Costs
Operating costs for upscale hotels like The British Souvenir are significant and have been rising over time. One of the main reasons of high running costs is energy prices. Hotels need a great deal of heating and electricity for culinary operations, lighting, temperature regulation, and guest amenities. Rising energy costs brought on by the instability of the global market and increasing demand have an impact on the hotel's operating budget (Pizam, 2017). Though they demand a big initial outlay, the hotel should invest in energy-efficient technology and renewable energy sources to lower these costs (Saunders and Lee, 2019).
An additional significant operational expense is labour. Providing great service in hospitality calls for a large crew and a lot of work. Pay inflation brought on by growing UK living expenses and minimum wages significantly strains the hotel's budget (Baum, 2018). Because of the workforce scarcity brought on by Brexit, the hotel also finds it difficult to find and keep qualified employees in a cutthroat labour market (Harper and Clark, 2020). To keep up service quality, wages must rise as must spending on hiring, training, and retention (Enz, 2020).
Upkeep of a luxury brand increases running costs. For The British Souvenir to keep its reputation, it has to make investments in excellent facilities, staff, and tours. Though pricey, these upgrades are essential for the opulent experience that visitors expect (Walker, 2020). For example, upscale meals, toiletries, and mattress are costly. Quality control and staff training raise running expenses to guarantee service and cleanliness (Foster and Singh, 2022).
Ongoing marketing and promotional efforts drive up operational costs in order to draw in and retain clients. For hospitality businesses to compete, they must make significant investments in digital marketing, promotion, and partnerships with tour operators and travel agencies (Kotler, Bowen, & Makens, 2022). In a competitive market, successful marketing strategies need ongoing investment to adjust to shifting customer preferences and technology breakthroughs (Moore and Thompson, 2021).
Owing to health and safety regulations, running costs are impacted. Hotels are required by the COVID-19 pandemic to implement stringent cleaning protocols, provide personal protective equipment (PPE) to staff members, and make infrastructure upgrades to encourage social distance and other preventive measures (Enz, 2020). Operating costs are increased when the hotel has to upgrade HVAC systems, purchase extra cleaning supplies, and sometimes restrict room capacity in order to adhere to social distancing standards (Pizam, 2017).
Dependence on Seasonal Tourism
One of the main operational concerns with British souvenirs is their over reliance on seasonal tourists. Popular as a holiday spot, Bath is busiest during the summer. Because seasonality produces a cyclical pattern of high and low occupancy rates, the hotel finds it difficult to control revenue and cash flow (Lewis and Jordan, 2023).
At busiest times of year, hotel occupancy rates rise, increasing revenue but taxing staff and resources. Requiring temporary workers to handle peak hours may be challenging and costly given the current limitations of the labour market (Baum, 2018). Because facilities wear and tear more easily during busy times, maintenance and repairs must be done more often, which raises operational costs (Green and Houghton, 2022).
Off-peak season occupancy rates drop precipitously, underusing staff and resources. Reduced hours or staff layoffs brought about by underutilization have an impact on revenue and staff morale (Lashley & Morrison, 2020). To counteract these drawbacks, the hotel may engage with nearby attractions, host events, or provide special deals to attract guests all year round (Go & Pine, 2023).
Especially challenging financial planning and budgeting are seasonal variations in visitor revenue. The hotel must closely control its high peak season revenues to balance expenditures in off-seasons (Peterson and Kumar, 2021). For this reason, a solid financial strategy is necessary to preserve stability and liquidity all year round. The hotel has to strike a balance between marketing and promotion to attract guests during off-peak times and resource allocation and saving (Kotler, Bowen, & Makens, 2022).

Seasonal traveller impacts hotel supply chain management. At the busiest times of year, people are very hungry and thirsty. A timely and competitive supply requires planning and supplier coordination (Davies and Brooks, 2019). By comparison, off-peak inventory management calls for adaptable supply chain strategies to reduce waste and overstocking (Miller and Evans, 2020).
Seasonality of the hotel exposes it to political unrest, economic downturns, and health emergencies like as the COVID-19 pandemic (Lashley & Morrison, 2020). Rapid drops in tourist numbers brought on by these factors might exacerbate hotel revenue volatility. It helps to lessen this sensitivity and stable profits to diversify the visitor base to include residents, business travellers, and tourists (Enz, 2020).
[bookmark: _Toc167590886]PESTEL Analysis
The political, economic, social, technological, environmental, and legal effects of the British souvenir may be comprehended by a PESTEL research. A comprehensive table is shown below:
[image: ]
Table 01: PESTEL Analysis for The British Souvenir
Political Factors
Labour shortages in the UK restaurant industry are a result of tighter immigration laws brought about by Brexit (Richardson and Zhang, 2022). EU immigrants usually held many hospitality jobs. Furthermore, impeding supply chain operations and driving up hotel supplier costs is Brexit. Specially those passed after the COVID-19 pandemic, health and safety regulations have intricate workings. These rules make the hotel clean extensively, keep a social distance, and provide PPE to staff, which drives up operational costs and lowers customer satisfaction (Enz, 2020).
Economic Factors
The economic turmoil brought on by COVID-19 has severely affected the hotel industry. Hotel revenues have fallen precipitously as tourists become more cautious. The British Souvenir is one of several hotels whose occupancy rates have declined. This has become worse with inflation and rising running costs—especially for energy and wages. In order to compete, the hotel has to keep these costs under control while also providing excellent service (Pizam, 2017). The unstable state of the economy makes it difficult for the hotel to forecast revenue sources and make long-term investment plans, so an adaptive financial plan is required (Thomas and Jackson, 2021).
Social Factors
Consumer preferences for hospitality are evolving quickly. Apart from housing, guests seek for engaging, unusual vacation options. They go with hotels that provide customised service, wellness activities, and cultural immersion (Yeoman, 2018). Additionally in demand as tourists lessen their environmental impact are sustainable hotels. To keep up with these changing options, the British souvenir has to highlight its historical attraction and sustainability in its marketing and service (Hemmington, 2019).
Technological Factors
The hospitality industry has been completely changed by technology, hence modern tools are crucial for both operational effectiveness and the enjoyment of visitors. Modern booking systems, smartphone check-in/check-out and data analytics are required by the British souvenir to tailor tourist experiences (Buhalis& Law, 2018). These technologies increase cost-savings, operational effectiveness, and visitor pleasure levels. Given the potential high initial outlay for these systems, meticulous financial planning and priority are required (Enz, 2020).
Environmental Factors
Sustainability is becoming more important to hospitality. Hotels are being pressed to use sustainable materials, trash reduction initiatives, and energy-efficient technologies to lessen their environmental effect (Bohdanowicz, 2018). Operating costs are lowered and the hotel's reputation with environmentally concerned guests is enhanced. With its commitment to sustainability, the British Souvenir may draw in environmentally concerned tourists (Jones, Hillier, & Comfort, 2023).
Legal Factors
Working under a number of employment, health and safety, and data protection regulations is the British souvenir. Following these guidelines will save the hotel from fines and damage to its reputation. The General Data Privacy Regulation (GDPR) has severe data privacy requirements, which impact hotel guest data management (Enz, 2020). The hotel is obliged by health and safety regulations to adhere to stringent procedures in order to safeguard both employees and visitors, particularly those pertaining to the COVID-19 pandemic (Pizam, 2017).
[bookmark: _Toc167590887]SWOT Analysis
The strengths, weaknesses, prospects, and threats of The British Souvenir are covered by the SWOT analysis. A comprehensive table is shown below.
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Table 02: SWOT Analysis for The British Souvenir

Strengths
The British souvenir has a few advantages while competing in the hospitality industry. The brand of the hotel is built by its outstanding service, opulent amenities, and unique historical charm. Both business and leisure tourists stick to this reputation (Walker, 2020). Occupancy rates are sustained by the outstanding location in Bath, a UNESCO World Heritage site, which draws visitors all year round. The hotel becomes more desirable and produces many revenue streams when its spa, fine dining restaurant, and event facilities satisfy the needs of its visitors (Jones & Lockwood, 2024).
Weaknesses
To remain competitive, The British Souvenir has to address a few internal issues despite its advantages. The outdated infrastructure has to be thoroughly renovated and updated in order to meet the demands of contemporary tourists. The hotel's budget is being taxed by rising labour, energy, and luxury needs (Enz, 2020). Because of the seasonal tourism that impacts occupancy and revenue, budgeting and financial planning are challenging (Pizam, 2017). Problems with technology integration impede visitor experience and operational effectiveness and call for the purchase of state-of-the-art equipment (Buhalis& Law, 2018).
Opportunities
There is financial and economic promise for the British souvenir. Off-peak season occupancy may be increased, and new business may be drawn in via wellness retreats, food experiences, and cultural excursions (Hemmington, 2019). Working together with nearby businesses and attractions may raise customer satisfaction and provide special benefits that encourage longer stays and repeat business (Kotler, Bowen, & Makens, 2022). Putting waste-reduction plans and energy-efficient systems into place might save costs and attract environmentally concerned tourists (Bohdanowicz, 2018). Cutting edge technology may speed up processes, increase customer satisfaction, and guide strategic decision-making (Buhalis& Law, 2018).
Threats
The British Souvenir has to deal with a number of outside threats to its finances and operations. Particularly during the COVID-19 pandemic, economic uncertainty has reduced spending on luxury lodging and leisure travel, which has reduced occupancy rates and income (Pizam, 2017). Other upscale hotels as well as Airbnb provide intense competition for the hotel (Jones, Hillier, & Comfort, 2023). Concerns about health and safety, most notably the epidemic, may impact guest trust and booking rates (Enz, 2020). Seasonality of the hotel may also be increased by political unrest, economic downturns, and natural disasters that change travel patterns and tourist numbers (Lashley & Morrison, 2020).
[bookmark: _Toc167590888]TOWS Analysis
The TOWS research makes strategic recommendations for The British Souvenir using SWOT analysis. A comprehensive is shown below:
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Table 03: TOWS Analysis for The British Souvenir
Strengths-Opportunities (SO) Strategies
Using its strong brand and prime location, British Souvenir can market more wellness and experience products to affluent and health-conscious tourists. The hotel could provide yoga, meditation, and spa retreats in order to take advantage of health and wellness tourism (Hemmington, 2019). The hotel's historical attractiveness is enhanced by well-chosen cultural excursions and historical experiences, which make stays memorable (Yeoman, 2018). New business may be drawn in, off-peak occupancy increased, and the hotel's marketability increased by these cutting-edge offerings.
Strengths-Threats (ST) Strategies
Apart from opulent accommodation, The British Souvenir may distinguish itself from competitors by emphasising its unique historical and cultural experiences (Kotler, Bowen, & Makens, 2022). Its heritage may lure hotel guests looking for unique and unusual experiences. Targeting wealthy and business tourists may help lessen fluctuations in the economy. These industries provide a steady source of revenue as they are less vulnerable to economic downturns and put quality and service over price (Jones, Hillier, & Comfort, 2023).
Weaknesses-Opportunities (WO) Strategies
Maintaining the hotel's high standards and competitive edge will need updating its old infrastructure. Respecting the building's past, these renovations should keep the hotel appealing while updating its facilities (Jones & Lockwood, 2024). Partnerships with nearby businesses and attractions might help to create year-round appeal and hence lessen seasonal visitation. The hotel may work with nearby theatres, museums, and eateries to provide unique experiences and packages that will attract guests to Bath all year round (Go & Pine, 2023). Improving the hotel's image and marketability, sustainability initiatives may help save running costs and draw in environmentally concerned visitors (Bohdanowicz, 2018).
Weaknesses-Threats (WT) Strategies
To handle growing operational costs, the British industry needs reduce costs and increase efficiency without compromising quality. Systems that save energy, optimising personnel, and simplifying procurement are some examples (Enz, 2020). Business continuity calls for contingency plans for health emergencies and economic downturns. Financial strategies to maintain liquidity, staff and visitor health and safety protocols, and flexible marketing strategies to respond to changes in the market should all be included in these plans (Pizam, 2017). Through early resolution of these problems, the hotel may increase its success and resilience.
Competitiveness and efficiency of the British souvenir might be increased with strategic research and targeted changes. By using its advantages, addressing its shortcomings, and grabbing chances while lowering risks, the hotel may flourish in the challenging hospitality sector. The thorough PESTEL, SWOT, and TOWS evaluations describe the macro-environmental components, internal strengths and weaknesses, and strategic decisions of the hotel.
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Ageing infrastructure, high costs, and sporadic tourists are challenges for British souvenir. In order to overcome these challenges and remain profitable and competitive, the hotel need a comprehensive and strategic plan. The next recommendations and change management strategies may help with these challenges.
Ageing infrastructure, high costs, and sporadic tourists are challenges for British souvenirs. In order to overcome these challenges and remain profitable and competitive, the hotel need a comprehensive and strategic plan. The next recommendations and change management strategies may help with these challenges.
Addressing Aging Infrastructure 
The hotel's old infrastructure has to be upgraded and modernised if it is to maintain its high standards and historical attractiveness. Partially doing this step will help to limit visitor discomfort and preserve operation. Guest rooms, common areas and essential services like HVAC, electrical and plumbing that impact the tourist experience should be given first priority by the hotel (Bordeleau, Mosconi & Santa-Eulalia, 2018).
A thorough remodelling strategy need to include budget, timeframes, and scope. Using historic building builders and specialists will ensure heritage-sensitive restorations (Muller, 2018). Reminiscent of traditional features, modern materials and techniques may preserve the building's look while increasing its usefulness (Enz, 2020).
The motel needs to renovate using environmentally friendly techniques as well. Energy-efficient heating, cooling and lighting systems save costs and enhance sustainability. Programmes for reducing waste and installing water-saving fixtures may help with ecotourism and save money (Bohdanowicz, 2018). These steps increase operational effectiveness and attract environmentally concerned visitors (Jones, Hillier & Comfort, 2023). 
Managing High Operational Costs 
Running costs for The British Souvenir are costly because of rising labour, energy costs, and luxury expectations. The management of these costs without compromising the quality of the services requires cost reduction and operational effectiveness (Pizam, 2017). 
A big chance to save costs is with energy use. To find inefficiencies and make improvements, the hotel should conduct an energy audit. Over time, high-efficiency HVAC systems, smart thermostats, and LED lighting may prove to be cost-effective (Becken, 2023). Solar panels might be another way the hotel reduces energy use and electricity bills (Bohdanowicz, 2018). 
A further significant outlay is personnel. The hotel should use workforce management strategies to optimise personnel and output. Staff who have received cross-training to do many tasks are less needed at busy times (Baum, 2018). Part-timers and flexible work hours may help save staff costs while preserving service standards (Lashley & Morrison, 2020). 
For cost savings, the hotel could streamline procurement. Price and supply chains may be improved via long-term supplier alliances and bulk purchasing agreements (Enz, 2020). Systems of inventory management reduce waste and maximise resource use (Jones & Lockwood, 2024).
Mitigating Dependence on Seasonal Tourism
Occupancy and revenue of the hotel fluctuate with season. To lessen this dependence, the British Souvenir has to draw visitors all year round and diversify its revenue streams (Jones, Hillier & Comfort, 2023). 
Expand offerings to draw in clients after hours. Offering health-conscious cuisine, spa packages, and yoga retreats might help the hotel draw in wellness tourists (Smith & Puczkó, 2022). Year-round draws may include food festivals, art shows, and musical events (Pine & Gilmore, 2019). These initiatives increase hotel occupancy as well as its standing for unique and significant experiences. 
Marketing may be enhanced by strategic partnerships with nearby businesses and attractions. Partnerships with museums, theatres and tour operators might offer visitors special offers and savings to see Bath and stay at The British Souvenir (Go & Pine, 2023). These contracts might also provide the hotel more clients and advertising channels, which would raise its profile and appeal. 
Specialising on local and regional tourists might reduce dependency on seasonality. Concentrating on the local market enables the hotel to attract guests who want more frequent, shorter trips (Kotler, Bowen & Makens, 2022). Special offers and events may be promoted, and potential visitors may be reached via social media, email newsletters, and SEO (Buhalis& Law, 2018). 
Enhancing Digital Presence and Technology Integration
In order to draw in and retain clients, modern hospitality has to have a strong online presence and intelligent technological integration. Within its digital marketing strategy, the British souvenir need to make use of email marketing, social networking, and search engine optimisation. More guests will be drawn to the hotel by this approach, which will also foster loyalty (Buhalis& Law, 2018). 

Booking straight with the hotel may be made easier with a user-friendly, mobile-optimized website that has an integrated booking engine. Direct bookings might save the hotel commission (Verma et al., 2022). By logging preferences and previous contacts, CRM systems may help enhance happiness and loyalty among visitors (Law, Leung &Buhalis, 2019). 
Efficiency and visitor happiness may both increase with smart room technology. Smart lighting, temperature management, keyless access and customised in-room entertainment may increase guest satisfaction (Shao, Li & Wang, 2022). The property management system (PMS) of the hotel may be enhanced and decision-making data provided by the addition of these technologies (Buhalis& Leung, 2018).
Diversifying Revenue Streams 
The British souvenir have to provide a variety of services to different consumer groups in order to counteract seasonal variations. It works well to have a robust food and beverage schedule including formal dining, casual eateries, and unusual culinary events like wine tastings and cookery classes (DiPietro et al., 2020). Off-peak profits may increase as a result of this drawing in residents and tourists. 
Packages for holistic health, fitness, and spa treatments might enable the hotel to profit from wellness tourism (Smith & Puczkó, 2022). Collaborate with local practitioners and wellness specialists to provide special packages to health-conscious tourists looking for rest. 
Making space for meetings and events might potentially bring in money all year round. Offering excellent conference, wedding, and corporate event facilities and service, the British souvenir may draw a wide range of customers and generate consistent revenue (Kim & Boo, 2020). Repeat business is encouraged by marketing these services to nearby businesses and associations.
Implementing Robust Financial Management Practices
For the British souvenir to last, sound financial management is essential. The hotel should budget and project in order to maximise cash flow and resource distribution (Harris & Mongiello, 2022). Frequent financial assessments are part of this to assess results, identify areas for cost reduction, and change strategies. 
Ivanov &Zhechev (2022). Dynamic pricing modifies room rates in response to market conditions, competition pricing, and demand. For hotels to determine the best price and increase occupancy and revenue, sophisticated revenue management systems examine market data and project demand patterns (Noone, McGuire & Rohlfs, 2022).
 The hotel may also want to think about joint ventures and cost-sharing with nearby businesses. Joining together with regional tour operators or transport companies might result in bundled packages that benefit travellers while splitting marketing and running costs (Gomes, Barnes & Mahmood, 2022).
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Smooth execution of these concepts with stakeholder buy-in requires effective change management. Organisational change management prepares, encourages, and helps individuals, groups, and organisations (Kotter, 2022).
Clearly and honestly explaining change to all parties involved—including employees, guests, and partners—is the first step. This may be achieved by means of regular updates, conversations, and comments that clarify change, its benefits, and expected outcomes (Kotter, 2022). Good communication fosters trust and reduces resistance to change (Armenakis& Harris, 2019). 
Participation of employees is necessary for a successful transition. To ensure their participation and foster ownership, employees should take part in planning and decision-making (Cameron & Green, 2021). Workers may be better able to adapt to new systems, processes, and expectations with training and support throughout the shift (Hiatt, 2018). Staff members may also be motivated to adjust and perform effectively by awards and recognition (Herold et al., 2018) For the organisation to navigate change management, strong leadership is essential. Leaders should be approachable, visible, and helpful; they should provide direction and deal with issues as they arise (Kotter, 2022). They need to encourage efforts at transformation and provide an example of positive attitudes and actions (Gill, 2022).
Change initiatives have to be watched over and assessed to make sure they are doing well. The hotel should establish key performance indicators to assess every project and point out areas that need improvement (Hiatt, 2018). Frequent assessments and adjustments depending on input and performance data might keep things moving forward and enable prompt resolution of problems (Paton & McCalman, 2018). 
Important stakeholders must band together to support and propel change initiatives (Kotter, 2022). A representation of management, marketing, operations, and finance should be in this alliance. Their influence and expertise might get over resistance and encourage cooperative transformation (Gill, 2022).
Staff members need to get a lot of training and development to become used to new processes and systems (Hiatt, 2018). These might include lectures, courses tailored to certain hotel jobs, and training received on the job. Furthermore, helping to retain top employees and enhance service is professional development (Herold et al., 2018). 
Tracking and customising change efforts requires ongoing observation and input (Paton & McCalman, 2018). The success of every project should be evaluated by the hotel using certain performance indicators and KPIs. Commentary from staff members and guests might help improve programmes (Hiatt, 2018). 
Long-term prosperity of the hotel depends on encouraging innovation. This calls on enabling others to provide fresh ideas and experiment with novel approaches (Cameron & Green, 2021). Awards for original ideas motivate staff members and promote ongoing development (Kotter, 2022). 
And last, a culture of ongoing growth is necessary. By enabling hotel employees to generate and carry out fresh ideas, you may promote creativity and adaptability (Cameron & Green, 2021). Promotion of ongoing development allows the British souvenir to adjust to changing market conditions and tourist expectations (Kotter, 2022).
All things considered, seasonal tourism, high operational costs, and ageing infrastructure need for a deliberate and varied approach. By upgrading, lowering expenses, and drawing tourists all year round, The British Souvenir may increase its competitiveness and long-term performance. Achieving these goals calls for strong leadership, employee participation, open communication, and ongoing improvement in change management. These strategies will enable The British Souvenir to maintain its top destination position and handle the challenging hospitality industry. 
[bookmark: _Toc167590891]Action Plan
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Table 04: Action Plan for The British Souvenir
[bookmark: _Toc167590892]Detailed Action Plan
Renovation of Aging Infrastructure 
Updating the hotel respects its past while enhancing the experience of guests. Eighteen months will pass before it is finished, costing £2,000,000. Modern materials will maintain historical elements. The project will guarantee continuous operation and prevent discomfort to visitors (Ashworth, 2022). Projected completion date is December 2025.
Energy Audit and Implementation of Energy-Efficient Systems 
Installing LED lighting and smart thermostats will come after an energy audit finds inefficiencies. These fixes save costs and increase sustainability (Simpson, 2018). By June of 2025, this £500,000 project ought to be completed.
Development of Wellness and Culinary Programs 
Year-round appeal from wellness getaways and culinary initiatives will lessen seasonal dependence. Spa treatments, yoga and meditation will all be part of a health vacation (Smith & Kelly, 2018). Foodies are drawn in by wine tastings and cooking tuition. Finishing this £300,000 project by December 2024 will take six months.
Digital Marketing Strategy and Website Enhancement
Both direct reservations and online interaction will increase with a combined digital marketing plan and website makeover. Online exposure for the hotel will increase with email marketing, search engine optimisation, and social media (Chaffey & Ellis-Chadwick, 2019). There will be a more powerful booking engine on the mobile-friendly website. Finishing in March 2025, it will cost £200,000.
Implementation of Smart Room Technology and CRM Systems
CRM and smart room technology will increase output and customise the experiences of visitors. Comfort of visitors is increased with smart lighting and keyless entry (Wang, Li & Li, 2023). CRM systems track customer preferences and tailor services to raise levels of satisfaction. The fifteen-month renovation costing £800,000 will be completed in September 2025. 
Streamlining Procurement and Establishing Supplier Partnerships
Costs may be reduced, and supply chain efficiency increased by strengthening supplier and procurement relationships. Bulk purchase agreements and inventory management systems may help to simplify procurement (Hugos, 2018). Prolonged supplier contracts provide reliable, reasonably priced supply networks. This £150,000 project is scheduled to be completed in December 2024.
Workforce Optimization Through Cross-Training and Flexible Scheduling
Flexible schedules and cross-training of employees increase output and reduce labour costs. Cross-training reduces personnel demands by enabling employees to do several tasks (Baum, 2018). Service may be maintained, and staff costs reduced with flexible scheduling. Finishing this £100,000 project by March 2025 will take nine months.
Targeted Marketing Campaigns to Attract Domestic Travelers
Through drawing in local and regional tourists, targeted marketing will boost year-round visitors. Utilising digital technologies and unique incentives, marketing to domestic travellers is effective (Chaffey & Ellis-Chadwick, 2019). By means of these initiatives, seasonal travel will be eliminated, and local and regional tourists will be drawn in. Finishing this £100,000 project by December 2024 will take six months.
Development of Meeting and Event Spaces
Developing contemporary spaces for meetings and events will bring in money all year round. Facilities for meetings and events make money from corporate clients and special events (Kim & Boo, 2020). Introducing these areas to neighbourhood businesses and associations will promote enduring relationships and steady commerce. Twelve months later, in June 2025, this £400,000 project will be completed.
Comprehensive Training and Change Management Programs
Programmes in change management and training provide smooth transfers and employee support. Part of training courses for hotel jobs should include seminars and workshops (Kotter, 2022). Improvement of service and staff retention are two benefits of professional development (Cameron & Green, 2021). This £100,000 a year project will conclude in December 2025. 


[bookmark: _Toc167590893]Conclusion
In order to overcome challenges and capture expanding opportunities, the British Souvenir need both strategic action and management that is capable of doing so. The whole action plan mentioned above focuses on technological integration, seasonal tourism, high operational costs, and ageing infrastructure. Every recommendation has been given much thought to enhance customer pleasure, hotel operations, and financial viability. By updating its infrastructure, the hotel can fulfil contemporary guest expectations while maintaining its historic charm. Popularity of British souvenirs is based on this fusion of contemporary and history. Energy-efficient technology will reduce running costs and establish the hotel as a pioneer in sustainability within the hospitality industry. These processes are necessary to keep rising costs under control and to follow the global greening trend. Seasonal tourism risks will be reduced by year-round attraction of visitors via concentrated marketing and wellness and culinary activities. Even at slow times of year, the hotel may draw in foodies and health-conscious travellers who want memorable and rewarding experiences. Enhancing profit margins will come from expediting the booking process, increasing direct bookings, and reducing the usage of third-party platforms by optimising the website and digital presence. CRM systems and smart rooms will streamline operations and personalise services, hence increasing customer happiness. These technical developments will enable the hotel to satisfy the needs of modern guests for smooth and personalised experiences. Better operational efficiency will result from cost savings and a steady supply chain that come from supplier relationships and streamlining procurement. Flexibility in scheduling and cross-training save labour costs while increasing productivity and employee satisfaction. Entire training and change management courses will equip staff members to adjust to new procedures and systems, promoting ongoing growth and innovation. All things considered, the action plan assists The British Souvenir in overcoming its challenges and seizing opportunities in the future. Staying competitive and sustainable may be made possible by strategic renovations, cost control, revenue diversification, technological advancements, and change management. These concepts will guarantee the hotel's long-term success by increasing guest satisfaction, operational effectiveness, and its reputation as a premier destination.
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Strategies

Description

SO

Strategies

Leverage the hotel's strong brand and location to market new wellness and
experiential  services, attracting health-conscious and luxury  travelers

(Hemmington, 2019).

ST

Strategies

Differentiate from competitors by emphasizing the hotel's unique historical and
cultural experiences, and target high-value customer segments less sensitive to

economic fluctuations (Kotler, Bowen, & Makens, 2022).

wo

Strategies

‘Address aging infrastructure by investing in renovations, positioning the hotel as a
modern yet historically rich destination (Jones & Lockwood, 2024). Form
partnerships with local attractions to create year-round appeal (Go & Pine, 2023).

wT

Strategies

Tmplement cost-saving measures and operational efficiencies to manage high
expenses, and develop contingency plans for economic downturns and health crises

to ensure business continuity (Enz, 2020).
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No.  Problem  Solution  Outcome  Time  Scale  Completion  Date  Budget  

1  Aging  infrastructure  Phased  renovation using  modern  materials  Enhanced  guest  experience,  preserved  charm  18  months  Dec 2025  £2M  

2  High  operational  costs  Energy audit  and energy - efficient systems  Reduced  costs, lower  footprint  12  months  June 2025  £500K  

3  Dependence on  seasonal  tourism  Develop  wellness and  culinary  programs  Increased off - peak  occupancy  6  months  Dec 2024  £300K  

4  Limited digital  presence  Digital  marketing  strategy, website  enhancement  Increased  bookings,  engagement  9  months  Mar 2025  £200K  

5  Lack of  technological  integration  Implement smart  room tech, CRM  systems  Improved  efficiency,  personalized  service  15  months  Sep 2025  £800K  

6  Inefficient  procurement  processes  Streamline  procurement,  establish  supplier  partnerships  Reduced  costs,  improved  supply chain  6  months  Dec 2024  £150K  

7  High labor  costs  Workforce  optimization  through cross - training, flexible  scheduling  Enhanced  productivity,  reduced costs  9  months  Mar 2025  £100K  

8  Limited  local/regional  marketing  Targeted  marketing  campaigns  Increased  domestic guest  numbers  6  months  Dec 2024  £100K  
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Factor

Description

Political

Economic

Social

Technological

Environmental

Legal

Brexit has introduced labor shortages and regulatory changes, impacting
staffing and supply chains. Government policies on health and safety also affect
operations (Baum, 2018).

The economic downturn due to COVID-19 has reduced travel, affecting
revenues. Inflation and rising wages increase operational costs (Rizam, 2017;
Enz, 2020).

There is a growing preference for experiential travel and sustainability. Guests
seek unique, eco-friendly experiences (Yeoman, 2018).

Advances in technology require the hotel to invest in modern systems for
booking, guest services, and operations (Buhalis & Law, 2018).

Increasing pressure to adopt sustainable practices and comply with
environmental regulations to reduce the carbon footprint (Bohdanowicz, 2018).
Compliance with GDPR, health and safety, and employment laws is crucial to

avoid fines and maintain reputation (Enz, 2020).
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Factor Description

Strengths Strong brand reputation, prime location in Bath, diverse amenities including spa

and fine dining, and high standards of service (Walker, 2020).

Weaknesses | Aging infrastructure, high operational costs, dependence on seasonal tourism,

and limited modern technological integration (Jones & Lockwood, 2024).

Opportunities | Expansion of services, partnerships with local attractions, investment in

sustainability, and adoption of advanced technology (Hemmington, 2019).

Threats Economic uncertainty, intense competition, health and safety concerns, and

external factors affecting travel patterns (Lashley & Morrison, 2020)





