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Introduction
This case study report is about The Seacrest Lodge, the lodge has its own restaurant, bar and event facilities. However, recently the business has seen a decline in the revenue especially since 2021. The businesses financial statement and balance is also provided to be critically analysed and to determine the reasons why this decline has incurred. Various research has been carried out to see what issues could have aroused over the last 3 years and how customer demands have changed over the year. 
The financial statement of the lodge shows a large decline from 2021 to 2023. The net income has gone from being positive in 2021 and 2022 to negative last year. That’s a decline of over 23% from 2021 to 2023. With the net income being a negative last year, this indicates the business is currently running at a loss. The reviews of the lodge have shown customers are not satisfied with the quality of service they have been receiving and customers are also not happy with the outdated amnesties. This could be due to the fact the business hasn’t upgraded its services to meet customer demands. The Scottish Tourism Alliance carried out research and the results show sixty-nine percent of tourism and hospitality organizations reported greater employment costs, while nine out of ten cited higher energy and supplier costs. This means that investments in personnel training and development, marketing and promotion, and facility maintenance and upgrades are still being negatively impacted by this (STA, 2023). As a business, the lodge will have to take in to consideration all factors concerning how the business operates. 

The balance sheet of The Seacrest Lodge also shows a decline of the total assets over the last 3 years and an increase in the liabilities. The long-term debt level has remained the same which means the business is unable to reduce the debt level. The other factor that is standing out, is the Accounts Receivable, over the last 3 years this declined by 20% and the Accounts Payable has increased by 20%, this means the lodge has been paying out nearly twice as much in comparison to what they have been receiving. There are many factors affecting businesses such as global warming, geopolitics and international events, the increase in virtual meetings, growing labour expenses and a shortage of hotel workers, deteriorating installations, and ineffective pricing schemes (Lacalle, 2023). Although the new Energy Bills Discount Scheme will continue to relieve the sector's energy costs until April 2024, it is anticipated that these expenditures would put downward pressure on profitability (H Trends, 2023). The energy prices have risen to all time highs over the last 3 years and the countries economical situation has also worsened. 


Findings

The hospitality industry has been facing a financial impact ever since the pandemic, the lodge is not the only business suffering. According to Appendix 1, the profitability of an industry is gauged by its operating profit margin. The ratio of operational income to total sales—which is determined by subtracting operating costs from total sales—is used to compute this statistic. The operational profit margin of the global hotel and tourism business was little over 14 percent in the third quarter of 2022. This is a decrease from the 24.6 percent level from the previous quarter (Statista, 2024). The GOPPAR performance for July in the UK has been hurt by the ongoing cost increases and the slower growth in RevPAR. In London, the GOPPAR increased by less than 1% from July 22 to July 23, and the GOP advantage decreased to less than 49%, a decrease of 2.7 basis points from July 2022. GOPPAR in the UK's regions was at its highest point since July 22 but saw a 1.2% year-over-year fall (Goldstein & Frank, 2023). This luxury saw a 53.8% loss in RevPAR, a 28.2 point or 40.5% decrease in occupancy, and a 22.5% decrease in ADR in February 2021 (Isenberg, 2023). Despite terrorist attacks and the global financial crisis, RevPAR (revenue per available room) has been rising recently, while the performance of worldwide gross operating profit has decreased in several areas (Humphries, 2017). A statement approved by the board of Lake District Hotels said "In the previous period and the start of this financial year, the hotels benefitted from a surge in UK staycations following the coronavirus pandemic and business was exceptional," Since travel restrictions have been removed, trade is beginning to return to pre-pandemic levels (Robinson, 2023). But understanding the shifting behaviour of guests is one of the keys to being competitive in this fast-paced market. Consumer behaviour is subject to major change along with society, and this shift has a big effect on hotels (Das, 2023). The hotel and hospitality industry must work hard to strike a balance between sustainability and profitability because, in the future, decisions will be more and more influenced by environmental factors due to shifting consumer preferences and climatic concerns (Taiwo, 2023). The lodges average room rate has declined and so has the occupancy rate, which confirms the business is running very slow and more and more customers are not returning to the lodge. 

People are the most precious resource in the hotel sector, according to the Talent Trends survey, which was commissioned by Brigad, a professional platform for the industry. The results show that providing excellent service is still at the core of the industry, with customers citing the following service-related issues as their top three complaints when visiting hotel:

1. 47% consumers said staff are unhelpful Staff 
2. 41% consumers said slow Service 
3. 24% consumers said staff who aren’t knowledgeable enough about facilities and menus 

According to the survey, face-to-face interaction with clients in a hospitality setting is still vital. More than half (55%) of respondents would rather take their time checking in with a receptionist or concierge than use a digital check-in platform (Modern Hospitality, 2020). Certainly, making the guests feel welcome improves the experience. In this situation, the lodge ought to provide a warm and cordial greeting to your client. Sending a welcome SMS can be done prior to checking into your hotel. It leaves a more favourable impression on the visitors. Additionally, it can meet your guests and offer them specialty cocktails as they arrive (Roy, 2024).


The lodges restaurant and event facilities will also be impacted by the continued escalation of food and drink prices due to supply chain problems is placing additional strain on the profitability of hospitality providers. A recent analysis by Fourth, a workforce and inventory management technology company serving the hotel and retail sectors, has exposed the challenges. The pandemic and the war in Ukraine have had a significant impact on the hospitality industry, resulting in double-digit food inflation, labour shortages, and rising energy costs. The report, The Impact of Supply Chain Fragility on Hospitality, detailed how these events have affected suppliers and operators in the industry (Miller, 2023).


Action

The hotel's location is the first thing that visitors notice about it. The location of the hotel is a major factor in drawing guests. People will always want to live somewhere with clean air, beautiful scenery, and adequate amenities (Hotel Staff Hub, 2023). The Seacrest Lodge is lacking this as per their customer reviews. It is crucial for the lodge to undergo changes and understand their customers needs. The lodge is also surrounded by other modernised competitors so highlighting the lodges distinctive selling points is crucial for hotel establishments in the crowded tourism industry. It is imperative for theb business to highlight their property's distinct value offer on their websites and social media platforms, enabling prospective guests to visualize their stay even before they book. As it is a very complex accommodation, the lodge may find it difficult to accomplish, but the key distinction is between providing a transaction and an experience. For instance, asking the front desk employees to use the customers names while greeting each visitor and to use them for the remainder of the customers stay. These modest gestures can enhance visitor happiness by transforming a transaction into an experience (Cloud Beds, 2023). This will also build a rapport with the guests. 


Developing visitor personas is essential to hotel marketing because it allows the business to focus advertising efforts appropriately. To know where to focus the marketing efforts, the lodge must know who their customers are, why they should choose to book The Seacrest Lodge, and what their primary motivation for travelling is. The responses to these queries will assist the business in creating visitor segments and offer valuable information to further the sales and marketing efforts (Revenue Hub, 2024). As it is a destination for customers seeking relaxation and luxuries, a balcony-equipped room. A spa day of half a day. Late checkout available for a small cost. As long as the emphasis is kept on enhancing the visitor experience, upselling is a crucial way to boost hotel income (Cvent, 2020). More than ever, individuals are interested in their health and well-being nowadays. They're also trying to figure out how to include it in their travelogues. Because of this, there is a shift toward boutique hotels that provide a chance for visitors to unwind and revitalize. You can have treatments in the on-site spa of some of these hotels while you're there (The Last Hotel, 2022). It's likely that the leisure visitors will have to pay for out-of-hotel activities and excursions. Forming alliances with nearby companies to provide your visitors with their services at a discount is a terrific approach to boost income. When the guest purchases their trips or activities, the firm will pay the business a percentage or a referral fee (Michalis, 2021). Also, a lot of customers want to be left alone and because of that automation has become many hotel managers' new best friend during a period when the majority of hotels are experiencing a staffing deficit. While searching for new hires, one of the best ways to maintain a first-rate guest experience is to assist your current team in doing more with less (Oaky, 2023). These measures will add value to the lodge and it will improve the quality of the service provided to customers. 

In order to gain a competitive edge from their competitors, The Seacrest Lodge should always keep one step ahead of them. This can be done by providing a more spacious accommodation, create an experiential getaway, offer unique brand perks, enhance the facilities and upgrade the lodge according to the customer’s demand. Customers are always willing to pay that extra penny in order to have the luxurious stay they were promised. As a brand the lodge should live up to its promise. Staff should also be offered rewards and incentives for their hard work and to keep their moral up. They should receive regular trainings in order to provide excellent customer service.


Conclusion

Finally, The Seacrest Lodge’s main issue is the quality of service and the outdated look. The business must spend more money on updating the facilities and amenities. Also spend more time training staff and offering incentives to keep the moral high. By training the staff, it will ensure that customers are receiving adequate service which exceeds their expectations. Once these changes are made the business should see a turnaround in revenue and reduction in debt. By reducing the debt level the business will make more profit over time. The lodge should also continue to monitor the reviews from their guests so that they can address the issues and promote the changes to attract more customers.  
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Appendix

Appendix 1: Operating profit margin of the hotel and tourism industry worldwide from 1st quarter 2021 to 3rd quarter 2022
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