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West Midland’s Safari Park – A Luxury Safari Experience
1. Introduction
[bookmark: _Int_JavrgeYi]This exploratory case study research project will look at West Midland Safari Park Lodges and the Safari Park holistically. It will not answer a hypothesis but rather examine the organisation as a whole.
According to BBC News (2013), the park originally opened in 1973. However, they opened lodges at the park in April 2021 (Davies, 2021). The West Midlands now has a variety of lodges and cottages, intended to offer a unique overnight interaction with wildlife up close and personal. Lodges include dinner and breakfast, wildlife views, daily park admission, and wristbands to the theme park. There are many animal lodges to choose from including tiger, lion, elephant, rhino, giraffe, cheetah, and the red panda (Safari Lodges at West Midland Safari Park, n.d.). The West Midlands Safari Park offers visitors a unique and memorable experience given that there is only a handful of safari lodges in the UK. As a result, guests are far more inclined to recommend the park and to return. This will increase tourism, which will increase local revenue. It is significant to have niche hotels like west midlands as it offers diversification to the industry. It gives the ability to meet specific needs and demands for tourists. According to Worcester News (2022) there has been nearly two million views on a viral social media video showing the lodges for the first time. This gives an indication of the park's potential and the number of potential visitors to West Midlands.   



2. Methodology
This section is designed for university and academic purposes. 
Research methodology is a collection of procedures employed in a specific field of study or activity (Cambridge Dictionary, n.d.). The methodology section lays out the methods that were used to gather the information that has been found. It also shows the theory and the strengths and weaknesses of the methods used throughout.
This research project used secondary data sources as an essential part of the data-gathering approach to properly carry out the research task at hand. Secondary data was used as the main source for finding data as it was a time limited study and there was not an ethical approval process, this meant that no primary data could be collected. Primary data includes face to face interviews or any data that is personally collected. The data that will be collected for this project will include secondary and public data. It is emphasised by Opendatasoft (n.d.) that public data “refers to all information made freely available by government bodies or local collectivities”. This type of data is readily available and is useful for a time limited project. However, there may be certain weaknesses within secondary research such as inaccuracy and the possibility of being out of date.  
In this research project, netnographic research was used to analyse Trip Advisor as a qualitative research design to explore the social aspects of the Safari Park, including guest satisfaction and customer reviews. Kozinets, (2002) implies that “netnography is the best method to examine customer experience because customers usually write their reviews after their stay ends, so their experience is not affected by observation” (cited in Rageh, Melewar and Woodside, 2013). Using this type of data gives the ability to understand the customer satisfaction aspect in depth. It is highlighted by Cleland (2017) that qualitative research is critical in educational research because it answers "how" and "why" research questions and allows for a more in-depth knowledge of experiences, phenomena, and context. The use of Trip Advisor allowed the ability to read reviews from various types of tourists ensuring that perspectives were not limited to a few individuals. On the other hand, it may be regarded as a weakness as it may be biased or misleading. Personal experiences or even false reviews may impact the reviews on the website. In determining the trustworthiness of the TripAdvisor findings, focus was given to identifying reviews that shared similarities and consistency. The reason Trip Advisor was used as the main source of netnography is due to it being the most used review website for tourists. It is stated by Statista Research Department (2019) Trip Advisor has grown to become one of the world's most popular travel and tourism websites. Trip Advisor's total amount of user reviews and ratings has reached around one billion by 2022. There is also some quantitative data to gather further data on guest satisfaction on Trip Advisor. 
[bookmark: _Int_sJfaOIEE]Another method that was used is a PESTLE analysis as an approach to thoroughly investigate the outside factors influencing The West Midlands Safari Park. This involved research on Political, Economical, Social, Technological, Legal, and Environmental factors. The use of this analysis aided in the gathering of broad information about the organisation.  The PESTLE analysis relied entirely on secondary research, this meant that it saved time and was easily accessible. However, it meant that it had to be brief and concise.
Another method that was used is the 4E’s, it is stated that the method was made by Pine and Gilmore (1999), and they stand for “Educational, Esthetic, Escapist, and Entertainment experiences to the business” (Jeong et al., n.d.). By using the 4E’s in the research project, it allowed a holistic approach to gather information on the products and services that are on offer. 

3. Findings/analysis
The following section provides key findings obtained from the methods listed above.
Prior to the COVID-19 pandemic, tourism was the world's largest service industry, accounting for one in every ten jobs, nearly 7% of all international trade, and 25% of global service exports—a crucial foreign exchange generator (World Bank, 2022). 
After researching Trip Advisor, it became apparent that customer satisfaction was "excellent", obtaining a rating of 4.5. Most of the guests who visited West Midlands Safari Park were highly satisfied with the location, cleanliness, and service. There is a total of 500 reviews and there were 389 ratings being “excellent”. One of the reviews stated that it was a “fabulous experience”. This shows that the company has managed to leave a lasting impression. Consumers that have visited the attraction stated on Trip Advisor that the “staff were great and helpful”. The high levels of satisfaction among customers demonstrate the business's ability to provide its guests with an unforgettable experience. They have established a great reputation by exceeding tourist expectations. For the safari park, 3,417 of the reviews were excellent with consumers saying things such as “the staff in the park were friendly and welcoming”. Another review stated that “The safari park was excellent, especially the Safari drive through”. 
It is stated by Singh (2006), that “there is a growing appetite for the extreme and unusual environments that the industry is offering to tourists”. Safari Park lodges in the West Midlands provide adventure tourism, appealing to those seeking unusual experiences. The possibility of drawing more visitors is boosted as a result of this unique attraction. According to research (uk.globaldatabase.com, n.d), the company has a turnover rate of £21m. This is revenue that the company brings in and therefore boosts the local economy.
The 4E’s
Educational - According to West Midland Safari and Leisure Park (n.d.), the organisation has a purpose-built Safari Academy and provide curriculum-linked, hands-on activities. For almost 40 years, they have welcomed schools and education groups, and they are dedicated to making educational school trips as entertaining and educational as possible. This gives children the opportunity to learn in a real-world setting. It also helps the company's reputation and distinguishes it from competitors. 
Entertainment - The safari park also has entertainment most nights ranging from ice skating, Santa safari, Christmas parties, live music nights, and more (West Midland Safari Park, n.d.). According to Pine and Gilmore (1998), entertainment leans towards customer absorption and passive participation (cited in Radder and Han, 2015). 
Escapism - While visiting the safari park, there is a VIP tour experience that is available (West Midland Safari & Leisure Park, n.d.). This gives guests a unique experience that creates a sensation of escapism. 
Esthetic - Guests staying at the Safari Park lodges passively immerse themselves by observing the animals through the glass wall that allows them to observe the animals while inside their lodge, this gives the Park an esthetic impact.
PESTLE
	Political
	· Given the park's substantial profits, the surrounding community may experience financial difficulties if a government travel ban is put in place. According to the Guardian (2021), the west midlands was the “hardest hit part of the UK during the record-breaking collapse in the economy during the first wave of the Covid-19 pandemic”. It is possible that the park generates income not only for the business itself but also for businesses in the nearby area. 

	Economical
	· According to Parkes (2021), the attraction's total visitor count was expected to reach 60,000 in August 2021. The author also stated that since their Red Panda Cottages opened in early August, they have sold out until the end of 2021, as well as two different lodges until November 2022. This demonstrates that the business has taken off leading to the local economy benefitting from tourism spending. 

	Social 
	· Research shows that the Safari Park are keen on helping society. Chaloner (2023) states that a scheme by the business was made to provide students who are 'first in family' learners who want to join university in September 2024 with a three-day experience in which they can obtain key skills to include on their UCAS applications. This could lead to the company building a strong affiliation within the local area, leading to customer loyalty and more. 



	Technological 
	· Many things can be enhanced through technology, but it can also have the opposite effect. For example, if a major occurrence happens at the safari park, viewers will be made aware immediately due to technology and social media. Social media may either help or hurt the image of a company. 
· West midlands safari park offers a Virtual Reality River Boat Ride through the jungle (West Midland Safari & Leisure Park, n.d). The use of virtual reality could boost sales by providing customers with a more immersive experience. The use of technology and VR is a memorable feature and could be a Unique Selling Point for visitors. It is emphasised by Cvent (2023) that “one of the secret ingredients behind a successful brand marketing strategy”.  

	Legal 
	According to iLiveHere (2019), “there were a total of 332 street level crime incidents in Kidderminster in June 2023”. These crimes ranged from violent crime to possession of weapons. Considering the Safari Park is close to this town, it may be a push factor for guests. 

	Environmental 
	· West midlands safari stated that their mission statement was to “support conservation of threatened species and habitats, locally and nationally (WMSP, n.d.). This mission demonstrates the park's commitment to environmental sustainability. The park's dedication to environmental conservation separates it from companies in the market, enticing guests looking for ethical tourist experiences. The author also stated that they “seeks to increase the sustainability of its business practices by minimising waste production”. It is emphasised by GSTC (2022), that 70% of global tourists said they would be more inclined to choose a sustainable accommodation whether they were looking for one specifically or not. This emphasises the importance of sustainability. 








4. Conclusions/Limitations
If there was an ethical approval process, this research project could have included primary research and could have taken interviews and surveys to better understand the West Midland’s Safari Park at a deeper level. However, due to not having an ethical approval process, the research all had to be research that had already been done. If primary research had been allowed, a sample of interviewees may have been selected for short interviews to gather more relevant data.  By having an ethical approval process it would've meant that the data would be accurate and up to date. It would also ensure the relevance to the research project. In level 6, where an ethical approval process is permitted, interviews could be used instead of trip Advisor as this resource could be biased or fake. 
One of the strengths of the project is the PESTLE analysis. This allowed the project to have an outlook on the company as a whole and the things that they're doing to entice and gain customers. If there wasn’t a word count, the project could have been more in detail and more specific on the types of analyses. However, due to the limit of 2000 words, the analyses had to be brief, and it meant there wasn’t much detail. If this project was to be re-done, more consideration would have been given to choose an organisation that had more information available from academic sources, as most of the sources came from websites and it may not be as accurate as an academic source would be. 
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