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[bookmark: _Toc506797128][bookmark: _Toc7186192]Executive Summary

The purpose of this report is to provide an evaluation and analysis of three key business principles for the company Alton Towers, and to provide strategic recommendations on how to improve business performance for the coming year. 
The report is broken down into three subcategories. These categories include the environmental analysis, the financial analysis and the performance management audit.  Throughout these categories the report addresses the aspects that are vital in continuing the success of the business and the steps that need to be taken to overcome any hinderances. 
The report findings show that currently the business results are extremely positive for Alton Towers, and Merlin as a broader perspective. Financially the business is performing well, but certain strategies such as liquidating assets could help improve the results. Brexit is highlighted as a key threat to the business, and so the market needs to be closely monitored as well as Alton Towers creating a financial plan to manage an inevitable fall in the real wage. A further finding is related to recruitment. Alton Towers currently holds a diverse and multi-stage recruitment process. This system needs to not only continue but be continually developed to ensure that the business continues to hire competent and reliable staff that will assist in the growing and thriving of the business. 
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Alton Towers is a theme park that first opened in 1980 in Staffordshire, England. The park is a subsidiary of Merlin Entertainments which is currently Europe’s largest visitor attraction operator. With around 3,000,000 customers visiting Alton Towers every year, there are several vital areas of the business that need to be monitored closely in order to continue the organisation’s current success. This report will aim to carry out an environmental analysis, a performance management audit and a financial analysis in order to make strategic recommendations throughout that will aid the company’s business performance. 
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There are multiple internal and external risks that face Merlin, and therefore Alton Towers as an organisation. These risks need to be considered in order to eliminate detriment to the business and its social performance. A PESTLE and SWOT analysis has been completed to highlight the key areas of concern that need to be addressed. 
One key macroeconomic external risk highlighted within both the PESTLE and SWOT analysis is a potential upcoming financial recession within the United Kingdom. According to Elliot, L (2018) “Official interest rates stand at 0.75% – just a quarter point higher than the emergency level hit when the economy was in free fall in early 2009”. This indicates that the stability of the economy within the United Kingdom is similar to the position that it was in during its financial decline in 2008 and 2009. It is evident there has been a severe lack of productivity growth and this suggests that a recession is a very real threat to the financial markets. A recession could drastically decrease sales revenue’s for Alton Towers as many customers would potentially have a lower disposable income figure. If Alton Towers sees its business profits decrease, this in turn could lead to a reduction in expenditure which would mean other areas of the business such as advertising and marketing would be at a loss. However, classic monetarism discussed by Long (2000) highlights how “money demand functions could retain remarkable amounts of stability under the most extreme hyperinflationary condition”. In order to eliminate the threat of a recession and maintain stability it is recommended that the organization works closely with its financial advisors and accountants in reviewing the financial model that is currently in place. The key impacts of a recession need to be identified. As discussed by America’s Small Business Development Centre (2013) every business must test their own financial model for a potential decline in sales of 10, 15 and 20 percent. Using this testing system, a financial plan can be generated that will address how the business can continue profitability and be sustained during a potential recession. It is also important to be aware that this risk is a long-term and ongoing financial risk, and so it is crucial that any financial plans are viable on a long-term basis. 

Furthermore, during an analysis of political risks, Brexit was highlighted as key area of concern. Though Brexit is a political risk, there is also the further threat of Brexit bringing economic risks. One of the many implications of Brexit is a decline in the national exchange rate. As discussed by McCombie (2018) “The fall in the exchange rate will further increase the price of imports in terms of the domestic currency, sterling, which, ceteris paribus, will lead to a fall in the real wage”. These changes within the domestic and international markets could also be detrimental to supply and demand, which is a key economic theory, by effecting the charges and accessibility that comes with importing supplies. Elliott (2017) notes how a further implication of a fall in the real wage and Brexit is the depreciation of sterling, which will then also lead to inflation. In order to manage depreciation, Alton Towers will need to decide whether it is best to adopt a straight-line or accelerated depreciation method for the remaining life of Alton Towers’ fixed assets. It is also recommended that any investments that would be affected by currency exchange be kept to a minimum as this will help reduce any financial loss in relation to business stocks and investment. Brexit however also provides Alton Towers with the opportunity to increase sales revenue. According to the Guardian (2016) “An 11% drop in the value of the pound against the euro means that a holiday within the eurozone will cost a family of four at least £245 more now than it would have done before Britain voted to leave the EU”. The increased cost of travel within Europe has meant that there is an increased level of Britons now holidaying within Britain rather than going abroad. Increasing UK temperatures have also contributed to this. This was a key opportunity highlighted within the SWOT analysis whereby Alton Towers can utilize its already strong brand image and marketing techniques to capitalize on branding Alton Tower’s as an ideal family destination within the UK. 
A third risk identified is the rapid continuing advancement of technology and internet use. This risk is a combination of both social and technological factors. According to the Office for National Statistics (2018) “89% of adults in Great Britain used the internet at least weekly in 2018, up from 88% in 2017 and 51% in 2006” and “46% of adults watched videos on demand from commercial services in 2018, up from 29% in 2016”. This indicates a huge increase in internet use, whilst also suggesting a large shift in how adults in the United Kingdom are occupying their time. In order for Alton Towers to continue to thrive in the industry, it must adhere to its changing customer demographic and use strategic marketing to target its customers. Findings put forward by Nguyen et al. (2015) suggested that in order for a brand to be competitive it must create links between “knowledge acquisition from social media, proactive and reactive market orientations, and social media strategic capability” to achieve brand innovation and competitiveness on social media. This was identified as a threat to the business within the SWOT analysis as if a business is not advancing alongside technology, it will fall behind competitively in the market as well as resulting in not targeting as many customers which could result in reduced sales. A report by Deloitte (2018) stated how “UK consumers feel more upbeat about their personal finances; confidence about disposable income rises two percentage points from Q4 2017”. This suggests it is an ideal time to utilize the rise of social media marketing to encourage UK consumers to spend this extra disposable income at Alton Tower’s and increase sales revenue.  Therefore, it is recommended that Alton Towers ensure that social media and internet use play a key role in targeting wider audiences and encourage engagement with customers. 
Additionally, the PESTLE and SWOT analysis also address multiple environmental risks that act as a threat to the business. One large environmental issue is the plastic crisis and the increasing awareness that consumers have on the detriment that is caused through excess plastic waste. According to the World Wildlife Fund (2018) “Around 8 million tons of plastic are dumped in our oceans every year”. These include items such as plastic straws, stirrers and coffee cups, all of which are sold in great demand at Alton Towers. As a large organization, Alton Towers has a duty of care to not only it’s environment but also, it’s environmentally conscious consumers. Alton Tower’s has already introduced a successful reduced priced ticketing scheme in return for plastic bottles. This was identified as a strength of the organization during the SWOT analysis as it has laid foundations that can now be developed further. The SWOT analysis also identified further opportunity for Alton Towers to adhere to environmental needs through adopting strategies such as reducing the use of single-use plastics across the park, eradicating unnecessary items and actively promoting and increasing recycling methods. 
Furthermore, after an analysis of external legal risks, changes to current UK laws in 2019 have been highlighted as a factor that needs to be addressed by the organization. As noted by Waller, J (2018) “Both the National Living Wage (NLW) and National Minimum Wage (NMW) rates will increase in April 2019. The "living wage", the effective minimum wage for people aged 25 or over, will rise to £8.21 next April, up from £7.83 an hour now. For those 21 to 24, it will go up from £7.38 to £7.70”. The business also needs to consider what changes to the net payroll might mean for Alton Towers and consider any strategies that could be put in place to counteract any decrease in disposable income. Waller further goes on to discuss new regulations in regard to gender pay equality, stating how “New legislation will come into force that requires companies with more than 250 employees to publish their executive pay gap”. Businesses with a higher pay gap between gender’s are more likely to face larger attrition rates, reputation damage and loss of profit. This indicates that the economics of the organisation also largely depends on human resource management and that there is an overlap of roles between the departments. It is highly recommended that Alton Towers review its gender pay gap, and actively encourage and support both genders but specifically females in fulfilling higher roles within the organisation. 
It is imperative that Alton Towers consider these external factors and understand how internal controls are able to counteract these risks. Alton Tower’s must strategically use the strengths of it’s already thriving reputation and large sales revenue to continue to build a prosperous, equal, diverse and profitable business for both staff and customers. 
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6

Gross profit margin
1,085,000,000
1278000000   x 100 = 84.89 (2015)    
1,230,000,000
1457000000   x 100 = 84.42 (2016) 

Net Profit Margin
170,000,000
1278000000 x 100 = 13.30 (2015)
211,000,000
1457000000 x 100 = 14.48 (2016)

ROCE
1746,000,000
2,478,000,000 x 100 = 7.04 (2015)
2,156,000,000
2,959,000,000 x 100 = 7.28 (2016)

Total assets turnover
1278000000
2,478,000,000 = 0.51 (2015)
1457000000
2,959,000,000 = 0.07 (2016)

Fixed assets turnover
1278000000
2475000000 = 0.51 (2015)
1457000000
2958000000 = 0.49 (2016)

Working capital turnover
1278000000
260000000 = 4.91 (2015)
1457000000
340000000 = 4.28 (2016)

Current Ratio 
260000000
257000000 = 1.01 (2015)
340000000
339000000 = 1.00 (2016)

Quick Ratio
230000000
257000000 = 0.89 (2015)
304000000
339000000 = 0.89 (2016)

Debtor days
76000000
76000000 x 365 = 365 (2015)
86000000
86000000 x 365 = 365 (2016)

Creditor days
41000000
189000000 x 365 = 79.17 (2015)
63000000
233000000 x 365 = 98.69 (2016)


Debt ratio
1577000000
2735000000 = 0.57 (2015)
1857000000
3298000000 = 0.56 (2016)
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[bookmark: _Hlk6927016]Key performance indicators play a fundamental role in the success of any business. As discussed by Maté Trujillo et al. (2017) they “measure the performance of an enterprise relative to its objectives thereby enabling corrective action where there are deviations”. This suggests that KPI’s allow an organisation to make informative and efficient business decisions that aid the success of the organisation. Similarly, Rade Stanković Milan Velimirović et al. (2011) discusses how “In order to constitute effective system of performance measurement it is very important to have defined and standardized all processes within the organization”. This suggests the important of KPI’s being designed in relation to a particular business strategy as this then allows KPI’s to support the business by providing a global and thorough overview of the business’s performance. This report will address profitability ratios, asset turnover ratios, liquidity ratios and gearing ratios in relation to Merlin Entertainment and address ways in which the business can improve its KPI efficiency. 
The Gross profit margin indicates what portion of sales revenue has resulted in a profit for Merlin. According to Merlin’s accounts, there has been a decrease of 0.47% between 2015 and 2016. As discussed by Pendlebury et al. (2001, p.23) “depreciation, employment costs and other operating charges” are some of the key areas that need to be investigated as potential indicators of a decreased gross profit margin. Another factor that could have affected the gross profit margin is inflation. One recommendation for tackling inflation is by slowly increasing park prices, to run alongside gradual inflation. Additionally, suppliers increasing costs could also be having a negative impact on the gross profit. In order to counteract this, it is recommended that Merlin consider re-negotiating with supplier’s in order to ensure the best deals for the goods are being secured. Merlin could also consider alternate suppliers. Furthermore, another potential reason for this decrease could also be the decreasing of ticket prices or discounting tickets in order to generate sales. Value-creation and affordable prices are often seen as just as important for the business as it’s accountancy performance. However, in order to maintain gross profit, decreasing prices should not be considered a continual or long-term solution. There should be more focus on brand-image and marketing to maintain sales rather than reduced ticket pricing. 

An additional KPI that has been analysed is the Net Profit margin. The Merlin accounts show that between 2015 and 2016 there was an increase in the net profit. One potential reason for this could be the 0.9% footfall increase between the two years. Another potential factor could be reduction in costs and expenses. Overall, the Merlin accounts indicate that the total expenses were far greater in 2016 than 2015. However, operating expenses decreased by £5,000,000 and was the only expense shown to be reduced in 2016. Ultimately, this decrease in expenses related to business operation has potentially allowed for a significant increase in the net profit. This is evidently a key area to continue to aim to reduce as despite being the only expense reduction, it has largely played a role in the increase in the net profit margin. The accounts also indicate that the largest expense for Merlin is salaries. This suggests that there is a further overlap in the roles of the finance team and the human resources department. As discussed by Millian (2018) “The overlap is that a bad hire costs a firm time, energy and money”. The finance team could look to reduce this expense through the strategies of the human resources department in reducing employee turnover rates and aiming to cross-train employees. The net profit margin is also a vital area for the business in terms of investors. As discussed by Elliott et al. (2012, p.72) “investors need to be confident that the company can deliver above average rates of return i.e. achieve growth”. It is therefore recommended that Merlin put a larger focus on either improving sales or managing expenses in order to continue to increase the net profit and remain both an appealing and reliable business option for investors. 

[bookmark: _Hlk7177478]Return on Capital Employed (ROCE) indicates how efficiently Merlin is spending its capital by comparing inputs with outputs. As discussed by Atrill et al. (2008, p.211), “this comparison is vital in assessing the effectiveness with which funds have been deployed”. Between 2015 and 2016, Merlin accounts show that the ROCE percentage has increased. A result of 20% or more is often seen as the industry benchmark for an acceptable ROCE percentage. However, it does depend on each individual organisation. Generally, consistency is a more important aspect when considering ROCE and the similar figures between 2015 and 2016 indicates that the ROCE for Merlin is remaining consistent. However, one recommended method for improving Merlin’s ROCE percentage further could be to use Merlin’s asset’s more efficiently. One way of doing this could be to sell unnecessary or unproductive company assets such as vehicle’s that are no longer in use or funds that are residual in company bank accounts. Liquidating unused or obsolete assets could also help to improve the asset turnover ratios. Merlin’s accounts show a decrease in both Merlin’s total asset turnover and the fixed asset turnover. These reductions could indicate less efficient use of Merlin’s assets. They could also indicate that there are assets that aren’t contributing to the business or profits, and therefore liquidating these assets could improve both the ROCE figure as well as increasing the asset turnover ratios. 
Similarly, selling any long-term assets for cash, such as property or equipment, will also help improve Merlin’s working capital. Working capital turnover is another key area of the asset turnover ratios. The Merlin accounts indicate a slight decrease in this area. This indicates less efficient utilization of Merlin’s capital between 2015 and 2016. The working capital needs of a business are constantly changing as a result of internal business changes and the external business environment. As discussed by Atrill et al. (2008, p.12) “Managers must try to identify changes in an attempt to ensure that the level of investment in working capital is appropriate”. An example of the external and internal risks to monitor are interest rates, market demand and changes in production methods. It is recommended that Merlin monitor these changes closely in order to improve efficient investment in working capital. 

Further analysing of Merlin’s accounts show a reduction in the current ratio percentage between 2015 and 2016. However, this is not necessarily a large concern for the business as the reduction itself is minor and the figures for both years are still within the industry benchmark of an ‘acceptable’ current ratio. This figure does still need to be monitored closely as it can often be an indicator of  a cash flow shortage. In order to maintain this figure and avoid any further reduction, there are some strategies that Merlin could put in place. One strategy could be to focus on paying off any current labilities. The current ratio depends on current liabilities as much as it does current assets. By paying off liabilities early and often, it will help to improve the overall current ratio percentage. This strategy will also help to improve the quick ratio percentage. Between 2015 and 2016, Merlin’s quick ratio percentage has remained unchanged. This indicates consistency, which despite being a positive for the business, Merlin could still benefit from increasing this figure. 

The accounts show between 2015 and 2016, the number of debtor days for Merlin has remained steady at 365 days. The benchmark number of days that is mostly acceptable in the tourism industry is generally between 30-36 days. Similarly, the number of days for Merlin’s creditor days ratio has seen a significant increase between 2015 and 2016 and therefore indicates that Merlin has taken longer to pay its suppliers. However, the large number of days for Merlin could suggest that Merlin is involved with a greater number of long term arrangements, or arrangements with organisation’s that trade using credit. This is also indicated by the figure remaining consistent between the two years. If this is the case, it does not necessarily indicate a negative result. It could also be reflective of Merlin’s debt with its partner companies, such as operators. This could suggest that there is a good relationship between the firms, again indicating that a large number of debtor days in this instance should not be large concern for Merlin.  In relation to debt, Merlin’s accounts indicate a consistently low debt ratio percentage across both 2015 and 2016. This indicates that the company has acquired a significantly low amount of risk and therefore the business has a low leverage. In order to maintain this leverage, it is recommended that Merlin continue to monitor assets and depreciation, as well as any loans or loan losses that the business may have. 
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In order to maintain a consistent and positive business performance, the following SMART objectives have been set using the aforementioned recommendations:

· Analyse company assets in order to identify those which are unused or obsolete. These assets can then be liquidated to ensure that there is a return on capital investments as well as an increase in asset turnover. 
· Reducing salaries as an expense through cross-training employees and aiming to decrease employee turnover rates. The employee turnover rates can be improved through sufficient recruitment and selection. 
· Having consistent open communication between the Human Resources and Finance departments to ensure that the departments are working in unison to achieve corporate goals. 
· Increase revenue through the use of strategic and engaging marketing platforms. 
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One of the key areas of management and human resources is recruitment and selection. Stoilkovska et al. (2015) defines recruitment as “a process of creating a group of qualified candidates for the vacancies within the organizations”. Insufficient recruitment will ultimately lead to a higher employee turnover rate, which will in turn effect the organisations finances negatively. According to Merlin Entertainments Group (2019) “We have deliberately created a down-to-earth culture where everyone can speak up, stand out and feel valued for who they are as well as what they do”. This statement suggests that Merlin has an extremely distinct workplace culture, and that its recruitment process will ultimately involve seeking candidates who fit and support the culture they have created. This could be seen as a positive movement from Merlin. As discussed by Price (p.193, 2007) “Hiring candidates who fit the organization’s culture is more effective than recruiting solely on the basis of skills that fit a particular job”. This could be beneficial to Merlin as hiring candidates who are proud of their workplace culture and contribute to the ethos of the company are more likely to perform better within their roles. However, there are certain argument’s that argue against this method of recruitment. According to Smykal (2015) “multiple studies have shown that reducing diversity by recruiting “people like me” can be detrimental to the success of your business. Homogeneity can lead to complacency and overconfidence, as like-minded employees repeat and reinforce the same ideas over and over”. This suggests that this mindset may lead to a lack of diversity, as well as a reduction in creativity and new ideas among staff. Recruiting candidates with a different outlook to that of current staff, may result in the organization seeing the business from a different perspective. This could allow the business to grow in other ways than it currently is. It is therefore recommended that Merlin continue to recognize and appreciate those candidates who appear to ‘fit’ with their current work culture, but that they do not discriminate against individuals who don’t immediately fit and are open to the outlook that these individuals could add to the business. In addition to this, Merlin also conducts an extremely varied multiple-stage recruitment process. According to Merlin Entertainments group (2019), the recruitment process involves personality tests, assessment centres, presentations and interviews. This suggests that this process allows Merlin to view candidates in a variety of situations, and therefore gather as much information about them and their adaptability as possible. Hiring the right candidates is extremely important to any business. As discussed by Torrington et al. (p.47, 2009) “Unless good people can be recruited and subsequently retained for a reasonable period of time it becomes very difficult to maximise levels of performance and hence to achieve any degree of sustained competitive advantage”. If an organisation continually selects inadequate employees, it could also cause financial detriment to the business results such as the net profit. This notion is discussed by Henderson (p.80, 2008) who suggests that if a newly employee does not perform well, the organisation “will either have to accept a lower level or performance in the job or take some form of remedial action at a later stage- e.g.- initial training- either of which would Incur additional costs to the organisation”. It is therefore recommended that Merlin continue with its diverse and unique recruitment and selection process in order to ensure it is hiring candidates who can perform well under a variety of situations and have the innovation and creativity to add to the business. 

Another vital aspect of human resources is equality and diversity. As discussed by Sharma (2016) a “Diverse workforce consists of individuals belonging to unique cultures who will have different characteristics, aspirations, and expectations”. Gender and gender pay are often a key issue in relation to both equality and diversity within the workplace. According to Merlin’s official statistics, Merlin had a mean gender pay gap for 2018 of 15.68%. Despite this figure decreasing from 2017, and being below the UK average of 17.1%, it still reflects that there is a difference between gender pay within the organisation, and therefore within Alton Towers.  According to the Equality and Human rights Commission, equal pay is one of the most vital aspects of an organisation. The commission notes how it is “increasingly important for many stakeholders, including shareholders, the people you do business with and your customers. Failing to ensure equal pay in your organisation could lead to legal claims, reputational damage and, ultimately, affect your commercial success”. However, it is evident that Merlin are currently attempting to tackle this indifference. Fiona Eastwood, who is currently a managing director at Merlin stated that she was “personally keen that we support the development of female leaders in attraction management as well as encourage more women into operational roles so that they can share their insights and experiences for the benefit of Merlin”. This attitude of encouraging women in the business and supporting their development into higher roles is a positive system and the improving gender pay results are reflective of this efficient management. Silverman (2018) reported that the gender pay gap at Channel 5 “is 2.85% per cent in favour of female employees”. Channel 5 is similarly a large organisation and it is evident that the organisation has followed multiple practices in order to have a greater balance between males and females in senior positions. Channel 5 is therefore a good example of equality within the workplace and a company that should be seen as an example to follow. Sex is also a protected characteristic under the Equality Act 2010 and so despite social responsibility, it is also a legal requirement that there be no discrimination based on sex. Merlin however has noted that it has recently taken multiple steps in a bid to reduce gender inequality, including setting up a ”Diversity and Inclusion Council which is led by two of our Executive Committee members to ensure senior business leader support”. It is recommended that this council be run in all sectors and at all levels of the business and be continually developed and consistently implemented to ensure the highest level of equality right through the organisation. 

According to Armstrong (2008), one of the “most important, if not the most important, responsibilities as a manager is to ensure that the members of your team achieve high levels of performance”. This is classed as performance management and is a key area when managing staff and a vital aspect of human resources. According to Merlin Entertainment Group (2019) Merlin employees are consistently encouraged to speak up regarding their ideas for the business through a system they have created called the ‘SPARK’ initiative. This system allows Merlin’s employees to have a voice within the business and feel that their opinion is not only heard but valued. This notion is one of the key employee-related variables discussed within the AMO performance management model. Almutawa et al. (2016) notes how “The AMO model suggests that organizational performance is affected by changes in employees’ ability, motivation and opportunity to participate”. The ‘SPARK initiative’ created by Merlin provides employees with this ‘opportunity to participate’ and therefore contributes to the performance of the organisation. However, there are other model’s such as the expectancy theory of motivation (Vroom, 1964) that argue that valued goals are the most important factor for an employee to perform well. Lee et al. (2019) discusses the expectancy theory further noting how “overall employee motivation will be enhanced because it makes employees have a clear expectation for organizational rewards such as pay and promotion”. Merlin Entertainment offers an online ‘STAR’ system whereby employees are nominated and recognized across the business for the work they have done. Merlin also offers a share scheme at a discounted rate for employees so that they themselves can own a part of the business. Both of these initiatives could be seen as motivation for individuals to perform better. Merlin is seen to have multiple strategies in place that complies with both the AMO model and the expectancy theory which is a positive approach in relation to Merlin’s performance management. One recommendation to maintain and improve Merlin’s performance management within Alton Towers could be further delegation in the business. This will allow employees to grow outside of their role and will create a sense of trust between different staffing structures within the company. 
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The main recommendations given in this report include:
· Decide whether it is best to adopt a straight-line or accelerated depreciation method for the remaining life of Alton Towers’ fixed assets to tackle depreciation.
· Minimize investments that would be affected by currency exchange.
· Ensure that social media and internet use play a key role in targeting wider audiences and encourage engagement with customers.
· Market Alton Towers as an ideal family ‘staycation’ within the United Kingdom. 
· Reducing the use of single-use plastics across the park, eradicating unnecessary items and actively promoting and increasing recycling methods. 
· Review the business’s gender pay gap, and actively encourage and support both genders but specifically females in fulfilling higher roles within the organisation.
· Consider re-negotiating with supplier’s in order to ensure the best deals for the goods are being secured. 
· Liquidating unproductive or inactive assets.
· Actively seek work candidates that ‘fit’ the work culture but that will bring fresh and creative ideas. 
· Offer further delegation of receptibilities within roles. 

[bookmark: _Toc5348070]To conclude, it is evident that finance, economics and human resources are three vital areas of any business that all impact on one another. In order for a business to be successful, it cannot look at each area subjectively, but rather in conjunction with the other areas. Alton Towers has shown strong evidence of a thriving financial business with efficient human resource practice and the right strategies in place to tackle external environmental factors. However, it is recommended that the organisation take into consideration the further recommendations given in this report in relation to tackling threat’s and capitalizing opportunity and ensure that these three key managerial concepts work in unison to achieve a greater level of profitability and performance in the coming year. 
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[bookmark: _Toc7186202]Appendix A: PESTLE analysis

Political: Brexit – could affect exchange rate which could damage supply and demand. Could cause a fall in real wage. Could cause depreciation which might affect value of assets or of goods being purchased. May be more difficult to import goods.
Economic: Possible financial recession – this would mean people have less disposable income and may be less likely to spend. It may then cause a decrease in profits and so company will have to retain profits in other areas. 
Social: People spending more time on the internet, technology is advancing rapidly. Alton towers needs to adapt with technology in order to continue to reach wider audience. Also, to remain competitive in the industry. 
Technological: People spending more time on the internet, technology is advancing rapidly. Alton towers needs to adapt with technology in order to continue to reach wider audience. Also, to remain competitive in the industry.
Legal: Laws have recently changed. Companies with over 200 employees now have to publish gender pay gap. If the gender pay gap is high this may cause reputational damage. Living wage has also increased. This means staff will have to be paid more. Alton towers will have to manage increasing income to balance the now further outgoing. 
Environmental: Plastic crisis. Customers now more aware of plastic use and wanting to reduce it. Increase awareness on climate change and pollution. Alton towers needs to be seen to be adhering to improving the environment to maintain a good environmental reputation. 
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Strengths: Strong brand name/ reputation = Ability to bounce back after ride crash which caused massive reputation damage due to the strong brand name, dealt with it professionally and efficiently. Park appeals to people of all ages and all types of people. Developing e-tickets. Has a large number of food outlets available in the parks. 
Weaknesses: Legal disputes over crash – fines that affected profits. Some people still hesitant to attend park over ride crash. Alton Towers is the most expensive theme park in the UK. Location – slightly out of the way, not great transport links. Can’t build rides over a certain height because of residents so they have to build down before building up which requires a lot of planning permission. Layout of park – quite spread out. 
Opportunity: Option for more recycling and green methods to lead the way for other large organisations. Option for more vegan restaurants as it’s becoming a trend and could be the first park to do this. Possibility of expansion due to location. As it’s a rural location – could use local farmers and produce to give back to the area. If harder to go abroad due to Brexit, more people may remain to Britain for holidays – could utilize this. 
Threat: Weather conditions. Brexit. Other theme park competition. Articles online/on social media remaining online and re-occurring/ being re-shared and causing further damage to reputation. 
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