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[bookmark: _6rbm2cs6c56d]Executive Summary
The placement research report based on Cross Hands Hotel seeks to deliver deeper insights into internal strengths, weaknesses, and external factors impacting hotel strategies and the effectiveness of the current practices. On that note, the recommended actionable plan is also planned to be framed through this study.
The literature review highlights the hotel trends in the current market highlighting the emergence of greening and digital tool integration. Additionally, automating the hotel service, and staff improvement has been found to be beneficial. The resource-based view theory highlights the resources of hotels to be allocated to best industry practices and innovation. 
The methodology section of this study has included a detailed overview of the methodological steps taken into consideration such as the philosophical viewpoint, approach and design.  It has provided justifications for including justifications of the secondary qualitative data extraction procedure and thematic analysis. Apart from this, it has also elaborated on the process of use of secondary information gathered from online sources as a research method.
A case study of the Cross Hands Hotel Llanybydder has been selected. An overview of the organisation has been provided with its historical content connected to the 14th century. It has included the PEST and SWOT analysis along with a brief ethnography and competitor analysis which involve The Hideaway, The Falcondale and The Swan Inn.  
The conclusion chapter has highlighted an overall discussion and analysis of this particular report. A strategic set of recommendations has been crafted to help in the progress of the chosen hospitality brand.  
A reflective account has been drafted through integration of the Gibbs model of reflection where six steps of evaluation have been included to analyse the various personal strengths and weaknesses.



Table of Contents
1. Introduction	7
2. Aim and Objectives:	7
3. Literature Review	8
3.1 Introduction	8
3.2 Empirical Study	8
3.3 Theoretical Framework	11
3.4 Conceptual Framework	12
3.5 Literature Gap	12
3.6 Summary	12
4. Methods	13
5. Case Study Discussion	14
6.Theme Exploration	24
6.1 Introduction	24
6.2 The internal strengths and weakness of Cross Hands Hotel Llanybydder	25
6.3 Importance of the external factors influencing the hotel’s strategic decisions	29
6.4 Current hotel policies adopted	31
6.5 Recommendations for Cross Hands Llanybydder long-term development	34
6.6 Conclusion	36
7. Conclusion and Recommendation	36
7.1 Introduction	36
7.2 Linking with objectives	36
7.3 Recommendation	38
8. Reflective Account	39
8.1 Introduction	39
8.2 Discussion	40
8.2.1 Stage 1: Description	40
8.2.2 Stage 2: Feelings	41
8.2.3 Stage 3: Evaluation	41
8.2.4 Stage 4: Analysis	42
8.2.5 Stage 5: Conclusion	42
8.2.6 Stage 6: Action Plan	43
8.3 Conclusion	43
Reference List	44



List of Figures 
Figure 1: Resource-Based View Theory	10
Figure 2: Conceptual Framework	11
Figure 3: Location Map of Cross Hands Hotel	14
Figure 4: Positioning Map of Cross Hands Hotel Based on Competitor Analysis	20
Figure 5: Growth Rate of the Hospitality Sector in the UK	22
Figure 6: Market size of the hotel industry the UK in between 2013 to 2024	24
Figure 7:  Growth rate of admissions to visitor attractions in the UK from 2006 to 2023	25
Figure 8:  Accommodation of  Cross Hands Hotel Llanybydder	26
Figure 9: Tourism sustainability concerns in United Kingdom	27
Figure 10: Facebook page of  Cross Hands Hotel Llanybydder	28
Figure 11: Customer Review Importance for Independent and Chain Hotels	29
Figure 12: Customer Ratings of Cross Hands Hotel in Tripadvisor	30
Figure 13: Technologies that Global Hotel Prefering to Implement, 2022	32
Figure 14: Top Tools and Investments by UK Hoteliers	33
Figure 15: Gibb’s Reflective Cycle	38



List of Tables 
Table 1: SWOT Analysis	15
Table 2: PEST Analysis	17
Table 3: Action Plan	41



[bookmark: _huzm8jq08wk5][bookmark: _Toc181043973]1. Introduction   
The report emphasises the exploration of operations strategies of Cross Hands Hotel, Llanybydder to gain deeper insights into its industry standing and potential for growth. This UK-based hotel is a leading player in the hospitality sector that offers experience, luxury and comfort in the heart of Llanybydder. The sector is run by a family and is located within the scenic countryside of Llanybydder surrounded by stunning views of Carmarthenshire. Cross Hand Hotels emphasises elegance and warmth in their hotel rooms allowing guests to make unforgettable moments. The company is positioned within a competitive market and faces both the opportunities and challenges related to customer expectations, sustainability efforts and evolving technology. 
Structuring the report is based on covering an extensive review of relevant literature, and a methodological framework supporting case study analysis is foundational for business research (Collis & Hussey, 2014). This discussion is further substantiated by critical analyses, such as SWOT, PESTLE, and competitor comparison offering a comprehensive view of the hotel’s market environment. This report is going to provide an evidence-based conclusive view and recommendations contributing to the ongoing development of Cross Hands Hotel. 
[bookmark: _onfcu7jq8tor][bookmark: _Toc181043974]2. Aim and Objectives: 
Aim: The research aims to analyse the operation of Cross Hands Hotel, Llanybydder and identify strategic opportunities for enhancement in terms of better customer experience and long-term growth. 
Objectives:
· To examine the internal strengths and weaknesses of Cross Hands Hotel Llanybydder
· To analyse the external factors influencing the hotel’s strategic decisions
· To evaluate the effectiveness of the current hotel practices 
· To develop recommendations for Cross Hands Hotel Llanybydder promoting long-term growth
[bookmark: _advfzt9kdfa][bookmark: _Toc181043975]3. Literature Review
[bookmark: _520gk2mvvn9s][bookmark: _Toc181043976]3.1 Introduction 
This particular chapter of the report focuses on various academic literature reviews to highlight the literature gap of the chosen topic. The scholarly articles have been analysed using a systematised analytical procedure. It is a structured review of the existing literature which can synthesise the best available evidence in answering the specific research topic and provides a wide range of results. The scholarly information gathered encompass a variety of methods that involve gathering existing studies and research and collectively analysing them.
[bookmark: _ff6pavlnumq][bookmark: _Toc181043977]3.2 Empirical Study 
Strengths and Weaknesses of the Hospitality Sector 
According to Santa et al. (2023), the success of the hotel lies in its operational efficiency and service delivery which is supported by its strong workforce quality and service innovation. Kusa et al. (2024) highlighted that greening has a positive impact on improving customer satisfaction elevating the hotel's performance especially when supported by flexibility and inter-organisational cooperation. Musiello-Neto et al. (2021) suggested that open innovation significantly impacts the organisational strategy which in turn enhances competitive advantages. The open innovation applied by the hospitality sector eventually upgrades the capabilities of the organisation and allows them to gain new ideas, partnerships and collaboration with stakeholders (Santa et al., 2023). Studies emphasise that hotels with robust training programs and streamlined processes experience higher customer loyalty. For instance, Cross Hands Hotel has made efforts to expand loyalty programs covering all alcoholic drinks offering one free drink with 6 drinks which also enhances their customer engagement and strengthens the strategic operations (facebook.com 2024). On the other hand, Nwokorie (2021) said that internal weaknesses such as inconsistent service quality often hinder guest satisfaction creating challenges in customer retention for hospitality services. Cross Hands Hotel needs to adopt more comprehensive strategies along with robust operational initiatives to enhance its brand visibility.
External Factor Influence on Hotel’s Strategic Decision-Making
The hospitality industry is profoundly shaped by external factors including technological advancements, evolving customer expectations and competitive pressures. Hossain et al. (2021) indicated that absorptive capacity and team culture significantly impact the management practices of the hotel industry. Competitive intelligence awareness is considered the driving force of the learning capabilities of hotels that can better translate their resources and knowledge into competitive advantages (Hossain et al., 2021). Hotels can adjust their offerings and maintain relevance in a competitive edge by remaining vigilant about market trends. In contrast, Coles et al. (2021) depicted that hotel businesses are highly vulnerable to external shocks such as natural disasters or political unrest. The COVID-19 pandemic resulted in prolonged lockdowns and significant economic losses in the UK hospitality sectors. After experiencing shocks businesses require external support to recover as well. These characteristics limit their ability to mobilise internal resources necessitating reliance on social networks for assistance. 
Hotel Practices Ensuring Enhanced Customer Experience 
Customer reviews can also significantly impact a hotel reputation, decreasing the bookings of potential guests and hindering employee morale. On the other hand, Theocharidis et al. (2020) said the likelihood of potential guests is significantly increased by positive reviews on social media platforms and booking sites. Hotels also can adjust their offering, gaining valuable information from guests and their likes or dislikes to focus on marketing efforts or setting plans accordingly. For instance, Cross Hands Hotel gets 8.9 reviews on booking.com categorised as excellent in all facilities including staff, comfort, free wifi, facilities and location (booking.com, 2024). The technological offering including TV, internet connections and streaming services like Netflix also gains popularity among customers. The beautiful en-suite rooms offered by Cross Hands Hotel keep comfort in mind for each design. The hotel also offers a peaceful getaway or a business trip where they serve freshly prepared food and the perfect ambience to relax and socialise (airbnb.co.in, 2024)
Actionable Insights Securing Long-term Growth of Hotels 
Customer engagement is increasingly central to the hotel industry with digital transformation playing a crucial role in enhancing guest experiences. As per the view of  Stoilova, (2021) digital tools such as online chatbots, and AI assistance can reduce the manual loads of booking procedures and become essential to offer personalised services to customers. Encouraging customer participation in sustainability practices such as energy conservation, waste management and local ecological initiatives can foster deeper connection and engagement with hotels. Ismaeil & Sobaih (2022) said offering tailored experiences that highlight sustainable practices involving room interiors with sustainable materials like wood, bamboo or grass can enhance the visual aesthetics of the hotel rooms as well. On the other hand, Al Fahmawee & Jawabreh (2022) depicted variability can be seen in hotels of different sizes and markets implementing sustainable practices and they may also face challenges due to lack of expertise in sustainable management or funding. Hotels must align their objectives with industry trends and customer expectations to achieve the benefits of innovations in their services.  
[bookmark: _sgifqy9h5svt][bookmark: _Toc181043978]3.3 Theoretical Framework 
Resource-Based View Theory 
[image: ]
[bookmark: _rf965y7zdlwh][bookmark: _Toc181039047]Figure 1: Resource-Based View Theory 
(Source: Rishi et al., 2022)
The resource-based view (RBV) is an economic theory that explains how the resources and capabilities of firms create competitive advantages. RBV distinguishes between tangible and intangible assets guiding business managers to allocate resources to market demand on the scope of products or services (Silva & Oliveira, 2020). In the case of Cross Hands Hotel, the RBV is effective for analysing its strengths and weaknesses along with subtle practices embracing innovation and quality. The operational efficiency and guest satisfaction attributes can also be evaluated framing appropriate decisions for the hotel for enhancing its presence and recognition. This theory highlights the area of improvement so that Cross Hands Hotel can adjust its resources and investment in terms of optimising its service by leveraging technological advancements and sustainability efforts which have become the emerging trend of the UK hospitality sector. 
[bookmark: _k0r89pfh9vpa][bookmark: _Toc181043979]3.4 Conceptual Framework 
[image: ]
[bookmark: _820og9xgou6h][bookmark: _Toc181039048]Figure 2: Conceptual Framework 
(Source: Self-Created)
[bookmark: _jsgwyvfz0r0y][bookmark: _Toc181043980]3.5 Literature Gap 
Despite the extensive research on the hotel operation, a significant research gap is present. Existing literature predominantly focuses on operational excellence integrating digital tools which lacks the cost-effective strategies for larger chains. There is limited exploration of scalable and affordable sustainable methods which also lacks deeper insights on the specific departmental service modifications. 
[bookmark: _7drofud7reqf][bookmark: _Toc181043981]3.6 Summary 
[bookmark: _9vrjyp8ymr02]This chapter reviews existing literature focusing on hotel operations, their internal strengths, weaknesses and customer engagement techniques. The study reveals the importance of automation and sustainability efforts transforming the existing presence of Cross Hands Hotel optimising its performance on a global level. 
[bookmark: _xtlj5btq8pmt][bookmark: _Toc181043982]4. Methods
Overview of Case Study Methodology
Case study methodology has been incorporated as the key method to conduct this study based on the proposed topic of placement research. This methodology is generally referred to as a unique descriptive procedure by which each attribute of a specific case or phenomenon is applied as per the utilisation of information from real-world events (Schoch, 2020). Its common attributes can be observed in its extensive definition of any case study scenario and holistic comparison of the targeted case to similar case studies on relevant organisations. The method focuses more on specific contexts and factors of social or technical influences projected by a case. 
Benefits: 
The most visible benefit of this methodology can be seen in its tendency to promote collaboration in a research project. The rationale behind this consideration can be seen as deeply rooted in the context of maintaining a group of a few members to collect and elaborate relevant data on a topic. Due to its inclination to collaborative measures in projects, it also improves the level of communication among members. Apart from this, the case study method can also be observed as providing critical thinking skills in researchers as it generally depends on unbiased information that is collected from secondary resources (Hancock et al., 2021). The cumulative force of improved communication and critical thinking skills provides a boost to decision-making capabilities. Thus, the chosen methodology can be stated as having the power to project descriptive analysis of the extracted data subjected to the modern placement paradigms in industries. 
Limitations:
Case study methodology can pose an issue connected to the formation of a fixed limit to resources engaged in study and this is one of its common limitations. It means that the case study cannot provide any static information or plan for a case as there can be numerous circumstances applied in connected case studies taken as parts of comparative elements. Moreover, it has a deemed possibility to shop for any real-time information as this depends on secondary data and rarely includes automated surveys or interviews. Therefore, it is to be understood that the case study method is generally applicable for general studies having less scope for primary methods.
Common Techniques
Descriptive and multi-methodical techniques are the two most common techniques of case study analysis. The first technique shows the common way to generate themes based on effective findings from data resources and elaborate each finding with in-depth analysis (Priya, 2021). On the other hand, the second technique includes both qualitative and quantitative data from a case to analyse the factors influencing a happenstance. It is more common in scientific projects.   
Reflective Writing: Reflective writings include self-made descriptions of any experience that has been gained while working or engaging in a task or an event. It connects the utilisation of various models such as Kolb’s model or Gibb’s reflective cycle.
Use of secondary data from online sources: This case study method includes a direct extraction of data from online resources to form a case study analysis (Jeacle, 2021). Due to its involvement with online resources, it is mainly used as a secondary qualitative element in studies. 
[bookmark: _bmymszg8pjmx][bookmark: _Toc181043983]5. Case Study Discussion  
Overview of Cross Hands Hotel Llyanybydder 
The Cross Hands Hotel Llyanybydder is actually a renovated luxury hospitality service-providing organisation that has been made on the land of a 14th-century palace at Sodbury in the UK. The place has a well-rooted historical background that dates back to the era of Queen Elizabeth II. After getting caught in a blizzard or cold storm, she and some of her senators stayed in this palace to survive (crosshandshotelllanybydder.co.uk, 2024). The hotel is currently located at Tetbury Road, Old Sodbury BS37 6RJ in the United Kingdom and the particular region falls under the Welsh part of the UK (crosshandshotelllanybydder.co.uk, 2024). This is the sole location of the hotel as it does not have any other branch inside or outside the UK. 
[image: ]
[bookmark: _oe4lw3pkcxzq][bookmark: _Toc181039049]Figure 3: Location Map of Cross Hands Hotel
(Source: crosshandshotelllanybydder.co.uk, 2024)
As per the annual data of the hotel declared by the local government’s report, the recorded turnover of the brand for the fiscal year 2023 has been estimated as amounting to almost 12.44 million GBP (carmarthenshire.gov.wales, 2024). It has a comparatively small employee base having only 221 skilled employees as recorded in the annual report. The service line of this hotel includes dog-friendly accommodations, wheelchairs for disabled people and English-style debonaire dining services.    
SWOT Analysis
	Strengths
	Weaknesses

	· Historical Connection
· Brand Value
· Debonaire Service
	· Small workforce 
· Weak Social Media Presence

	Opportunities
	Risks

	· Abundance of Skills
· Online Promotion
	· Extreme Competition
· Change in Purchase Behaviour


[bookmark: _vewdndtb2uzr][bookmark: _Toc181039065]Table 1: SWOT Analysis
(Source: Self-developed)
Strengths: The hotel has a definite historical background as it is built over the renovated palace where Queen Elizabeth stayed for a night with her senators to survive an imminent blizzard. This historical connection makes the hotel open to the scope to attract history lovers from the UK and outside it. Moreover, it has been seen that the company has a good set of debonair services for its visitors or guests as this hotel particularly promotes English-style food systems and catering services which are acclaimed by the UK as having a world-class heritage. Despite having a single-location presence, it has projected a high brand value in the Welsh region (carmarthenshire.gov.wales, 2024). It is actually beneficial for the hotel’s identity in the competitive atmosphere in the hospitality market of the region.    
Weaknesses:
The hotel has a comparatively very low number of skilled workers. Its current workforce contains only 221 employees as mentioned in the overview of the hotel. It is particularly a detrimental force that prevents the hotel from engaging in a desired expansion strategy outside its homeland. A weak provision in an employability practice generally hinders the rise of productivity as per the rising demands of the local customer base (Tuten, 2023). Similar cases of this factor of low employee turnover are also affecting the performance of the company. This hotel also has a low visibility on social platforms which is a barrier for its expected promotional reach and brand awareness in the common public of the UK.   
Opportunities: 
The UK has been declared as a region having a stupendous literacy rate of almost 99%, as declared by the World Bank (una.org.uk, 2024). The report has also projected the abundance of local skills in the employee bases engaged in the hospitality sector. Therefore, it can be stated that the hotel authority can use these talents and skills from the local employee base to enhance its workforce strength. Social platforms perhaps have the largest accumulation of global viewers and users and that is why it is used by most hotels to promote their services. Similarly, this opportunity should also be applied by Cross Hands Hotel to reach the maximum number of viewers. 
Threats:
The existing competition in the hospitality sector of the UK has been dominated by the robust presence of Hyatt Group, Hilton Group, Premier Inn and Holiday Inn (Hussain et al., 2020). Thus, it may cause difficulties for Cross Hands to proceed with a competitive advantage in this market condition. Apart from this, the changing preferences in facilities can also affect the traditional style of business of Cross Hands Hotel.  
PEST Analysis
	Factors
	Attributes
	Probable Impacts
	Opportunity/ Threats

	Political
	A strong presence of a democratic background is seen as parliamentary democracy is practised
	It can assure the hotel of a stable taxation policy
	Opportunity

	Economic
	The current inflation rate of 2.6% has been recorded in the UK (ons.gov.uk, 2024)
	It can affect the purchase intentions of customers negatively
	Threat

	Social
	A high literacy rate and HCI score have been detected in the UK
	It can help to hotel improve its workforce
	Opportunity

	Technological
	The inclusion of online booking portals and AI personalisation services is becoming common in the UK-based hospitality sector (Kukreti & Dani, 2020)
	Strong competitive backlash is expected as this hotel does not have a strong digital presence
	Threat


[bookmark: _rkafanuj9ygl][bookmark: _Toc181039066]Table 2: PEST Analysis
(Source: Self-developed)
Political:
The political background of the UK displays a robust existence of a hybrid government form. As per the current structure of the political background of this region, the coexistence of both, a constitutional monarchy led by the prince as well as a parliamentary democracy is seen. Currently, the government is run by the Labour Party while the Conservative Party of the UK plays the role of the prime opposition in the parliament (Ivanov et al., 2020). This type of stable government pattern in this region is particularly beneficial for hospitality providers such as Cross Hands Hotel. This political stability assures no sudden change in the taxation protocols.   
Economic:
The UK has a strong financial position in the EU. According to the report published by the IMF, the region has been positioned as the sixth largest economy in the world and it has been preceded by India which is the fifth largest economy now. The hiked rate of the above target inflation in the UK between the years 2021 and 2023 has enforced Bank of England to increase the rates to reach 5.25 percent (imf.org, 2024). The report has stated that the GDP of the UK has been estimated to amount to almost 2.2 trillion GBP in 2023 (ons.gov.uk, 2024). This may seem to be a beneficial factor for the perishability and profit of this hotel’s service lines. However, the rising rate of inflation as mentioned in the table (table 2) is forecasting a negative turnover of visitors as preference towards affordability is rising due to this inflation. 
Social: 
The presence of literary rate has been projected as having a stupendous attribute in the UK to promote good employability. A robust presence of a 99% high literacy rate has been seen in regions such as Wales, London, Manchester and Lancashire in the UK. It is helpful for Cross Hands to promote a good workforce. Moreover, this benefit is also contributed by the presence of an excellent HCI score in the UK. According to the report of the World Bank, it is seen that the HCI score of the UK has been measured to amount to almost 0.78 (databankfiles.worldbank.org, 2024). This rate is particularly beneficial for the hotel’s abundance of skills in its employee base.  
Technological:
The technological inclusion of online booking portals such as Trivago is beneficial for promoting a level of convenience for people booking holiday packages from international regions (Dimitrios et al., 2023). This has a good advantage for hotels in promoting their marketed businesses. On the other hand, the digital personalisation facilities in these portals are also good for attracting foreign visitors. These two factors can make the popularity management difficult to be managed by the Cross Hands Hotel as it has a limited online presence.     
Competitor Analysis 
[image: ]
[bookmark: _2gbswloekhqq][bookmark: _Toc181039050]Figure 4: Positioning Map of Cross Hands Hotel Based on Competitor Analysis
(Source: Self-Created) 
The positioning map attached above demonstrates the competitor analysis of Cross Hands Hotel located in Llanybydder. The offering of this hotel falls into the quadrant of high quality and low price as it is known for affordable service with high-quality standards gaining customer satisfaction. The competitors of this hotel are considered as The Falcondale which is located in Lampeter, UK. In terms of quality, it offers excellent service offering facilities like free WiFi, free parking, room services, non-smoking rooms, tea/coffee makers in rooms along exceptional breakfast (falcondale.co.uk 2024). It received 8.7 ratings on Booking.com. People around the UK or global audiences who visited the place have shared reviews and also recommended for stay. Their remarkable service, staff performance, facilities, comfort providing rooms and cleanliness get commendable responses (booking.com 2024). In response to higher quality service offerings, the pricing structure of the company is also high. It has garden-view rooms, twin rooms and rooms with balconies charging high prices.
On the other hand, The Hideaway is another competitor of Cross Hands Hotels which is known for its high-quality services. They are committed to providing complete relaxation to their customers during every moment of their Lake District stay. The hotel is situated in Windermere with a delicate view and a 20-minute walk from Bowness and Lake Windermere (thehideawayatwindermere.co.uk 2024). They have homemade cakes to offer their customers which enhances customer engagement by catering to authentic tastes. It also offers Spa facilities and exceptional wines which makes it a greater choice for spending short breaks in the Lake District. They offer ultimate comfort in their rooms and also received the award of Friendliest B&B of the Year and a 9.4 Booking.com rating (booking.com, 2024). In terms of pricing, this hotel charges high prices for staying compared to Cross Hands Hotels and The Falcondale as well. For instance, their mini comfy room having 2 double beds is rated GBP 110 for staying one night (direct-book.com, 2024).
Another competitor of Cross Hands Hotels is The Swan which is located in Newby Bridge, Lake District National Park, Cumbria. The Swan Inn offers services fostering nostalgia to make lasting memories that will bring a fond smile to the faces of its customers. The relaxed service providing commitment coupled with a vibrant atmosphere provides a distinctive design and position to the Swan Hotel as one of the UK's most loved hotels. It offers natural rejuvenation at its Spa. The Spa Cafe of the Swan allows customers to enjoy delicious launches, indulgent cakes and scrummy smoothies. This hotel is family friendly and also allows pets providing self-catering cottages. The hotel delivers flavoured drinks and food. The hotel also allows their customers to spend their special occasions including a baby shower stack party or any other parties at their hotel. They are dedicated to event planning and beautiful space providence also makes them ideal for choosing. Some packages provided to them are, Cost Night Inn, Fabulous Saver Package and Lake Windermere Spa Breaks giving exceptional offers to attract customers (Swan Hotel 2024). However, it charges high prices in comparison to other hotels for amenities, spa treatments and dining options. Additionally, while the hotel highlights its commitment to quality boutique features and unique designs it may face challenges in meeting high expectations associated with luxury standards consistently. The variable aspects in terms of room upkeep Service delivery in peak seasons can potentially affect the customer experience which places them in the third quadrant of the positioning map. 
Secondary data collection and Interpretation
Growth Rate of the UK-based Hospitality Sector
[image: ]
[bookmark: _drzf4mdsrrtd][bookmark: _Toc181039051]Figure 5: Growth Rate of the Hospitality Sector in the UK
(Source: Statista, 2024)
As per the data from the report published by the UK government this year, the growth of the hospitality sector of the UK has been estimated to amount to almost 24.3 billion GBP (statista.com, 2024). This is almost 0.4% lower than in 2023. It is an indication of the slow but steady market saturation faced by the hotels in the UK having traditional service offerings. Due to this, its detrimental effect is being encountered by the Cross Hands Hotel as this is one of those hotels having traditional service provisions.   
Cross Hand Hotel’s Current Business Activities
According to crosshandshotelllanybydder.co.uk (2024), the hotel authority has declared the existing services such as wheelchair provisions for disabled and aged guests. It can be observed as being one of the humanitarian service provisions that are present in only a few reputed hotel and resorts in the UK. Moreover, the organisation has been accredited for using its management section to refine the dining experience by modifying the ambience of the restaurant section of the hotel (de Montalay, 2021). Inclusions have been pledged by the hotel in the increase of its suites or rooms. It has recently opened its online booking portal owned by the sole proprietor.   
Ways to Flourish Guest Turnover in Hotels
The statements of Kryukova & Khetagurova (2020) have argued that the utilisation of the personalisation options in the pre-booking features can be very useful in meeting the convenience needs of common visitors. Apart from this, the increasing level of social posts with graphical content can be another effective way to promote the service lines of a hotel.  
[bookmark: _co0o00cum25a][bookmark: _Toc181043984]6.Theme Exploration 
[bookmark: _qv8pu1i8k9jf][bookmark: _Toc181043985]6.1 Introduction  
This chapter has focused on critical analyses of the chosen placement hotel with the use of various academic references. Additionally it has also explored the different issues and challenges that have been faced by the specific placement hotel operating in the UK. It has also identified and discussed the various possible areas and developments in the context of the specific topic. 
[bookmark: _8kab1s95aa0w][bookmark: _Toc181043986]6.2 The internal strengths and weakness of Cross Hands Hotel Llanybydder  
The primary internal strength of the Cross Hands Hotel Llanybydder is a family-run hotel that provides a cosy environment for its guests.  As its main focus is to provide a cosy environment for the tourist it also provides importance to privacy. This hotel provides its customers with exceptional services that can make the hotel a perfect choice for its tourists.   They have six cosy rooms which are very spacious and luxurious that can suit the every needs of their consumers. 
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[bookmark: _xpnaakp7l6ko][bookmark: _Toc181039052]Figure 6: Market size of the hotel industry the UK in between 2013 to 2024 
(Source: statista, 2024)
The UK’s hospitality industry has a major contribution to the markets. In 2023 the market size of the hotel industry was valued at 24.7 billion british pounds compared to the previous year which earned 16.42 billion british pounds. It has also been identified that the monthly occupancy rate in the hotels of the UK is 74 per cent in March 2024 (Refer to figure 6). Thus it can be suggested that the hotel Cross Hands Hotel Llanybydder has a huge amount of luxurious benefits which can provide a positive turnover in the hotel industry of the UK. Moreover, it helps in increasing the market size of the hotel industry. The stunning views of this hotel and the planning for various events in the hotels attract tourists to visit this place. 
It can be a great palace for entertainment for tourists during the festive seasons as they organise various events on festival specific. The influence of expanding hotel companies and how it contributes to the development of economies is of major importance today in the host countries. Focusing on regional hotels can contribute to regional improvement and local areas in the UK (Niewiadomski, 2023). Therefore the hotel Cross Hands Hotel Llanybydder located in Wales can provide sufficient growth in regional development and economic development with its cosy accommodations provided to its customers.
[bookmark: _o7s1cky83z14][bookmark: _Toc181039053][image: ]Figure 7:  Growth rate of admissions to visitor attractions in the UK from 2006 to 2023 
(Source: statista, 2024)
The number of admissions to visitor attractions in the UK has grown in 2023 over the previous years. After a major decrease in interest of the tourists during the COVID-19 times, the hotel industry of the UK saw a major turnover in the post-COVID period.  The local attractions of the hotel Cross Hands Hotel Llanybydder can provide an economic turnover in the hotel industry. Major Local attractions include Jen Jhones Welsh Quilts and Blankets shop as Wales is famous for woollen products and is a major attraction for the tourists choosing this hotel. Llanllwni Mountain, Horse Trading, and Cledlyn Lake Fishery are also other local tourist attractions.  
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[bookmark: _jxebfq228fnc][bookmark: _Toc181039054]Figure 8:  Accommodation of Cross Hands Hotel Llanybydder 
(Source: crosshandshotelllanybydder.co.uk,2024)
The main disadvantage that can be pointed out is the hotel is very small in size only consisting of six rooms thus, it provides disruptions in their services during the festive seasons when there is a rush.  Today the hotel industry has transformed into new concepts namely boutique hotels which focus more on the experiences rather than the services (Seffar, 2021). This has created a massive problem in the hospitality industry as a single bad experience can discourage the guests from choosing the brand which can create stress on the small boutique hotels. 
[bookmark: _v6kylrtnx46k][bookmark: _Toc181043987]6.3 Importance of the external factors influencing the hotel’s strategic decisions  
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[bookmark: _7g9mrcczjwks][bookmark: _Toc181039055]Figure 9: Tourism sustainability concerns in United Kingdom 
(Source: Statista, 2023)
In 2021, it has been evident that the level of concern for sustainable tourism issues in the UK varied between the age groups. The age group between 16 and 34 are more conscious of the sustainable developmental issues of the impact on the destinations (Refer to figure). The age group above 55 years old has also suggested that sustainable development goals in the hospitality sector can benefit the local environment. Therefore the implementation of sustainable policies must be included in the strategies of Cross Hands Hotel Llanybydder which can help in gaining the brand loyalty of the consumers. As both younger and elderly adults are preferring implementation of sustainable goals thus they can pay more for the hotels which will implement this. Moreover, it can help in gaining more revenues for the hotel which can provide a better turnover in the hotel markets in the UK. Local communities play a major role in maintaining better hospitality services for the hotels. Thus implementation of sustainable goals can be helpful for the local communities which can create a good relationship with the local community of the hotel. Environmental protection is becoming increasingly important in the hotel business and mitigates competitiveness through numerous benefits in the markets. It has been evident that environmental policies had a high impact on the financial performance of many of the hotels (Duric & Potočnik Topler, 2021). As tourists, these days are getting more attracted to the implementation of sustainable methods in the hotel sector. 
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[bookmark: _5k8qfb6pzhij][bookmark: _Toc181039056]Figure 10: Facebook page of Cross Hands Hotel Llanybydder 
 (Source: crosshandshotelllanybydder.co.uk ,2024)
This hotel uses social media marketing through its Facebook page. They have promoted all of their special festive events on social media (Refer to figure). As it is a small brand thus, social media marketing can help them to establish its brand value by connecting a wide range of consumers. Facebook marketing allows them to keep a continuous engagement with the consumers through various review posts, feedback and inquiries. Cross Hands Hotel Llanybydderhas posted photos of the accommodations they provided and asked for reviews from the consumers which can help them to develop their accommodation services Through their Facebook posts, they can gain customer loyalty. Social media has been considered one of the fastest-growing media in history thus it can collect a huge amount of data from consumers which can be helpful for the development of the organisational culture (Safdar & Abbasi, 2020). Currently, the hospitality industry is more specific in setting customer-centric strategies that can be easier through the social media marketing process (Aydin, 2020). In recent days consumers have become more conscious of daily engagement and interactions with the brands which are very different from the traditional mode of marketing. Their own Facebook page can boost their marketing strategies target specific markets and advertise on their customer’s mobile phones. 
[bookmark: _2tk6p714bifx][bookmark: _Toc181043988]6.4 Current hotel policies adopted
[image: ]
[bookmark: _8jaiw4ilv62m][bookmark: _Toc181039057]Figure 11: Customer Review Importance for Independent and Chain Hotels 
(Source: statista.com, 2024)
The above representation suggests that in the hospitality industry, online reviews have emerged as a powerful equaliser. Studies show that positive online reviews can directly correlate with increased revenue for small and independent hotels. These properties heavily rely on word-of-mouth and online recommendations to engage more customers and attract new guests. The quality signalling and trust-building mechanism is the core value proposition of digital travel platforms and this research depicts a clear synergy across the ecosystem. The online reviews have been inclined rapidly which allows hotels to pair they are greater transparency and accessibility with quality of information creating a triple win for accommodations, travellers and platforms that manage the supply with demand. 
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[bookmark: _l7guy88efz4i][bookmark: _Toc181039058]Figure 12: Customer Ratings of Cross Hands Hotel in Tripadvisor 
(Source: tripadvisor.in, 2024)
The above pictorial representation demonstrates the ratings of Cross Hands Hotel in Tripadvisor. The hotel has gained quality reviews from the customers in terms of location, cleanliness, service and value. Customers agreed with its terms of providing exceptional service to escape from the daily hustle and bustle.  
Based on the findings it can be said that Cross Hands Hotel offers exclusive services currently that make their clients satisfied which is reflected by their review. The various room features including air-conditioning, iron and bottled water offered by the hotel. Additionally, amenities like free high-speed WiFi, free parking, hiking, a golf course, and children's activity zones attract customers to spend their holidays delicately. The hotel offers function rooms with delicious catering options, continent locations, spacious and flexible layouts with modern amenities ideal for all locations including weddings, parties or community events (crosshandshotelllanybydder.co.uk, 2024). The stylish designs with unique gestures the Cross Hands Hotel set a standard within the UK hotel industry by making their clients stress-free and happy. The hotel also offers dining preferring delicious cooked meals with fresh ingredients. The hotel offers a truly unique culinary experience offering a few trademark cocktails, desserts and drinks. The hotel offers locally sourced food and cooked, maintaining balanced supplier relationships (crosshandshotels.co.uk 2023). 
The attractive offering by the company is a corner tea room, the snug or pool room to spend time alone or with friends and family (crosshandshotelllanybydder.co.uk, 2024). The local attraction of the hotel includes the Jen Jones Welsh Quilts and Blankets Cottage Shop is worth visiting for customers who stay in Cross Hands Hotels at Llanybydder which is famous for woollen products, especially Welsh blankets. Llanllwni Mountain is located just 2.5 miles outside of Llanybydder which is an ideal place for persons who enjoy outdoor activities and nature. The Horse Mart and Cledlyn Lake Fischery also give unique experiences to customers that are situated near the hotel (crosshandshotelllanybydder.co.uk, 2024). The findings suggest that the current service provided by Cross Hands Hotels offers a delicate experience to customers, however, they need to adopt strategic approaches to enhance its presence and engage a greater number of customers. 
[bookmark: _y5upjlg0j0zk][bookmark: _Toc181043989]6.5 Recommendations for Cross Hands Llanybydder long-term development 
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[bookmark: _4h2lpvhb4wd7][bookmark: _Toc181039059]Figure 13: Technologies that Global Hotel Prefering to Implement, 2022
(Source: statista.com, 2024)
The above attached Statista graph shows that a survey conducted in 2022 highlighted the technologies that hotels are most likely to implement by 2025. 45.1% of participants indicated on-demand internet access to be most prioritised while 41.1% said guests want to use their own devices for hotel access. 40.8% of respondents shared voice control as their plan to integrate and 30.5% supported automated comfort control systems. Other initiatives are also highlighted, such as smart mirrors, interactive walls replacing TVs, facial recognition, wearable sensors, and virtual reality controls. 
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[bookmark: _efg4m5t3w5i5][bookmark: _Toc181039060]Figure 14: Top Tools and Investments by UK Hoteliers 
(Source: statista.com, 2023)
The above attached pictorial presentation suggests that around half of the UK hoteliers (54%) stated that offering targeted discounts is the most reliable method based on the Autumn 2023 UK Accommodation Barometer. This effort is followed by investments in styles and aesthetics (44%). The respondents across Europe said digital platforms can be effective for attracting guests by promoting on social media (36%) and using revenue channels or management software (31%) to optimise performance. 
Based on the findings it can be said that Cross Hands Hotels needs to effectively manage its performance matrices by implementing digital tools in its services. Although the company gives immense efforts to gather its customer's attention, the hotel needs to automate its processing while empowering its online presence to reach global customers (Wynn & Jones, 2022). The hotel needs to emphasise sustainable practices for serving people as it has become the primary agenda for accommodation sectors in the UK. The alignment of hotel policies with the UN SDG goals can significantly improve its performance and enhance its value propositions in the competitive market (Grijalvo et al., 2020). The implementation of robust marketing analysis needs to be arranged by Cross Hands Hotels to become a leading brand in the UK hospitality sector. 
[bookmark: _3sasfi9qib6x][bookmark: _Toc181043990]6.6 Conclusion
The research findings result in understanding the critical factors Cross Hands Hotels located in Llanybydder has a mid-range service offering. The environmental protection pressure impacting on its business practices. The current practices of the hotel gaining population and good reviews. The adoption of effective digital tools and sustainability measures can allow it to provide more enriched services to its global customers.  
[bookmark: _4azp93u4kpuq][bookmark: _Toc181043991]7. Conclusion and Recommendation
[bookmark: _hy99sugsoj8d][bookmark: _Toc181043992]7.1 Introduction
This specific chapter has identified the overall understanding of both the internal strengths and weaknesses of the Cross Hands Hotel Llanybydder. It has also gone through a critical understanding of how several external factors of the UK are responsible for the smooth organisational process of the particular hotel.  
[bookmark: _ylqp6aun0pji][bookmark: _Toc181043993]7.2 Linking with objectives
· It has been identified in this study the internal strengths and weaknesses of the Cross Hands Hotel Llanybydder. Several strengths have been focused which include that these hotels have provided a cosy environment to their consumers.  They are more focused on the experiences of the consumers. Privacy is also an important factor that has been maintained in this hotel as it consists of six cosy rooms which are very spacious and luxurious and meet any kind of tourists.  The study has also focused on the strengths of this hotel which can earn a high range of revenue from the consumers which can boost the hospitality market of the UK. 
· The Cross Hands Hotel Llanybydder operates on a small scale which is set back as a major disadvantage. It has only six rooms thus it cannot provide service to a huge number of people. In this context this report has discussed that in recent days there has been a transformation in the traditional mode of hospitality business. The hospitality sector these days emphasises more on boutique hotels which prefer experience rather than service. In this case, the hotel can face a financial crisis as a bitter experience in the service can boost in decreasing the demands of the small brands. 
· Several external factors are also identified that influence the strategic policies of the hotel. The hotel has its own Facebook page through which it connects with its consumers and keeps them updated about its events and accommodations. In reaction to this, this study has critically pointed out how social media in the present day plays an important role in marketing the hotel industry. Social media marketing helps brands to daily interact and communicate with their consumers which can provide financial support for establishing small businesses. Additionally it has also been analysed that the Cross Hands Hotel Llanybydder has kept its Facebook page updated with its upcoming festive events. This Facebook page has helped them to target a wide range of consumers of all ages. 
· The importance of sustainable goals in the hotel industry has also been identified in this study. It has been evident from the graphical interpretation that both the younger adults and the older adults of the UK are inclined towards the implementation of sustainable goals in the hotel sectors. Thus, this particular hotel can implement various sustainable goals which can increase the revenue turnover of their business as today's consumers agree to pay more to environmentally conscious brands. This study has also pointed out that sustainable measures benefit the local communities which helps to maintain a good relationship with the local community and in turn smooth functioning of the business. 
· This report has evaluated the current policies that are integrated by the particular hotel. It has also been identified in recent days how the improvement of strategies and policies is dependent on online review systems. The above findings of this study suggested that Cross Hands Hotel Llanybydder has developed its exclusive services to its consumers based on the online review. 
[bookmark: _7umpe98x9fbk][bookmark: _Toc181043994]7.3 Recommendation
· Expand the room capacity with modular upgrades: The Company must consider modular or pre-fabricated construction options to expand its room capacity without significant renovation costs. Adding 2 to 3 rooms could help meet peak season demands and increase revenue while still maintaining the hotel's family-run and cosy atmosphere. 
· Green initiatives: Green initiatives would be beneficial for Cross Hands Hotels. It can invest in a comprehensive social media strategy, especially on platforms like Instagram, X or Facebook showcasing unique offerings of the hotel, local attractions and events (Michael et al., 2022). It can also opt for collaborative moves including shareholders to expand their family-run business achieving wider recognition. 
· Incorporating smart technology: The hotel can implement more technologies on a manageable scale such as mobile checking in-room digital assistants and on-demand entertainment access (Cobanoglu et al., 2021). Gradually integrating these technologies into guest services can become appealing to tech-savvy travellers and improve the operational efficiency of Cross Hands Hotels. 
· Revenue Management: Implementing a revenue management system adjusted with data-driven strategies can help maximise the occupancy rates and revenue of the hotel (Petricek et al., 2021). Cross Hands Hotels can automate its revenue management software and adjust its room rates based on demand forecasts, competitor analysis and seasonal trends. 
[bookmark: _9ycnt0z8fiac][bookmark: _Toc181043995]8. Reflective Account 
[bookmark: _9wrs5pqxey7i][bookmark: _Toc181043996]8.1 Introduction
This reflective process helps in drafting the self-experiences which leads to improving the academic experiences and achievements.  It is considered one of the famous reflective models exploring the experience. This reflective section has been drafted through Gibbs's reflective cycle. Gibb’s reflective cycle gives a detailed understanding of the four-step framework of practical experiences, observation and reflection. The implementation of the Gibbs model analyses the repetitive experimental contexts with the six steps. The six steps of Gibb’s reflective model include description, feelings, evaluation, analyses, conclusion and action plan. This reflective model is a structured process which guides both the personal as well as the situational improvement of the individual. 
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[bookmark: _elia6b86msau][bookmark: _Toc181039061]Figure 15: Gibb’s Reflective Cycle
(Source: Sicora, 2010)
[bookmark: _pezbj8hox0d9][bookmark: _Toc181043997]8.2 Discussion
[bookmark: _ufpq22wkrcyd][bookmark: _Toc181043998]8.2.1 Stage 1: Description 
This report has emphasised the critical evaluation of the Cross Hands Hotel Llanybydder services and experiences of the consumers. It has evaluated the various strengths and weaknesses of the hotel and how they impact consumer behaviour which can increase the yearly revenue of the hotel. In this context, it has been explained that an increase in the revenue of this hotel can boost the market economy. This study has helped me in a detailed understanding of how the internal advantages and disadvantages impact the operations of a hotel. The placement process has led to the clear understanding of the various strategies undertaken by this hospitality brand to maintain its integrity and efficiency. Evaluation of service efficiency has been one of the major concerns in the hotel sectors of the UK (Tan & Despotis, 2021). It has been clarified in this report that internal and external factors can mitigate the crisis of the operations. 
[bookmark: _3vduf189m0lj][bookmark: _Toc181043999]8.2.2 Stage 2: Feelings
At the onset, I was quite nervous as this placement project emerged as an entirely novel endeavour. Moreover, during this on-the-job experience, I have also come to know the marketing strategies for establishing a hotel in this competitive market space especially within the geographical context of the UK. The hotel Cross Hands Hotel Llanybydder has maintained its Facebook page for the social media promotion of its brands. I have also got to know how social media can be impactful in developing the brand loyalty of consumers in hotel sectors. This particular hotel focuses more on consumer experiences and implements innovative strategies thus, I have also learned how innovative strategies helped in attracting a wider range of consumers. The sustainable measures provide more familiarity attitudes among both the hotels and the consumers (Olya et al., 2021).  Implementation of sustainable plans also helps in gaining the consumer attraction of the hotel as these days people are more conscious about environmental causes therefore I came to know how sustainability can be a financial strength for the development of business.
[bookmark: _wmzfs0bggfa0][bookmark: _Toc181044000]8.2.3 Stage 3: Evaluation
I have worked as an employee in the hotel Cross Hands Hotel Llanybydder thus, it has been very closely observed and evaluated that the employees have a very close collaboration among themselves. This has helped the hotel maintain more flexibility in its services and provide a cosy environment to the consumers. This hotel has also provided more services at an affordable cost. It has also been noticed by me that they have developed and made changes in their strategies and policies after looking into the online reviews (Kim & Kim, 2022).  The growing popularity of the internet has helped customers to share their experiences on online platforms and information in online reviews. These days online reviews influence consumers to choose the brands. 

[bookmark: _vhdbm0sy1e8z][bookmark: _Toc181044001]8.2.4 Stage 4: Analysis
During the work experience, I have gathered knowledge about the competitors of this hospitality brand which include Falcondale, The Swan Hotel and The Hideaway. These companies are the close competitors of the hotel Cross Hands Hotel Llanybydder. The Swan, which emerges as a close competitor of Cross Hands Hotel offers a health club membership offer to attract an increasing consumer rate (swanhotel.com, 2024). This encourages the placement-providing organisation to implement strategies and thus meet the enhanced operational base. The brand emphasises on the adoption of strategic measures through evaluation of the reviews posted by the consumers in different online sites. One of the reviews emphasised on the excellent food options provided by this brand to attract the loyalty rates of the consumers (booking.com, 2024). 
The transparency maintained by the employees while communicating in the hospitality industry helps in motivating the workforce (Kim et al., 2021). However, being a novice I lacked in communicating in a transparent manner. 
[bookmark: _nq5sgvn6ifyu][bookmark: _Toc181044002]8.2.5 Stage 5: Conclusion
I have gathered a huge amount of knowledge about the financial marketing strategies that have been adopted by the hotel after going through the online reviews. Moreover, I have also faced challenges in working in this company as I am a little bit confused while entering as a novice within this domain. It emphasises a detailed understanding of gaining knowledge about how the various internal and external factors have helped in the survival of the business in the long term. Usage of the social media marketing process through their Facebook page has also been a new learning process for me. A detailed understanding of the competitor's market and strategies that can be implemented in managing the risk has also been a new idea to me. Crisis management and disaster management has become major topics in the post-COVID situations (Wut et al., 2021). Crises and risk management play a very crucial role in the hotel industry as it disrupts the service to the consumers. 
[bookmark: _bti2pmkw8upk][bookmark: _Toc181044003]8.2.6 Stage 6: Action Plan
	Goals
	Objectives
	Time Duration

	Short Term goal
· Improving Communication 

	· Increasing the interaction in the workplace 
· Practising public speaking skills
	3 months

	Long Term goal
· Improving hotel management skills 
	· Being involved in teamwork 
· Acquiring diverse linguistic abilities 
	6 -8 months 


[bookmark: _7vkh4ox53exu][bookmark: _Toc181039067]Table 3: Action Plan 
(Source: Self-Created)
[bookmark: _ih8i6mh1syy1][bookmark: _Toc181044004]8.3 Conclusion  
This theoretical model of reflection has provided an in-depth understanding on the learnings gathered through the placement project. Through the steps of Gibb’s reflective model, the evaluation of personal strengths and weaknesses have been strategically identified. The identification of specific goals leading to a decisive career and future progression has also been established within this reflective segment. 
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