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[bookmark: _Toc157532785][bookmark: _Toc157551442]Executive Summary 
Britannia Hotels consists of almost 60 hotels having more than 10000 bedrooms across the United Kingdom. The company was established in 1976 in South Manchester, United Kingdom. The Britannia Hotels chain has decided to acquire more marketplaces in the hospitality sector which is situated in south Manchester has been briefly described in the report. Britannia Hotels are considered one of the largest companies in the hospitality sector. In 1982, the company opened its first hotel in central Manchester. At that time the hotel consisting only 25 bedrooms on the top floor on the hotels. The report has discussed the current financial revenue of the company which is around 30 million euros in 2023 (Kántás, 2022). The operational issues which are faced by Britannia have been discussed in the report. Some of the operational issues like Britannia having a bad customer experience, the quality of food and services not according to the standards and not having proper technological factors. Using several analysis techniques like STEEPLED, SOAR and TOWS analysis (Kántás, 2021). The reports extract crucial information about the Hotel. In STEEPLED analysis many factors like Social, Technological, Economic, Environmental, Political, legal, Ethical and Demographics are considered in the report. In social factors, the issues that arise during covid 19 and the continuous increases in demand for hygiene and better safety measures have been discussed in the report. The Technological factors consist of several facilities provided by Britannia Hotels for their customers which are around £7 for 24 hours (Jones and Comfort 2021). The hotel also maintains a modern security system with multiple CCTV cameras on the hotel premises. The economic factors have discussed many challenges and factors which change Britannia Hotels to restructure their pricing to make good profit margins. In concluding the reports it was found that the hotel has faced negative growth in recent few years. In environmental factors, it has been found that the company follows the sustainable food and services operation for wastage of less food in the hotel. The hotel management started a new initiative named REFOOD which aware the customer about the food whether it is new or recycled. The political analysis describes how taxation affected the profitability of the Britannia Hotel. The fluctuation of taxes affected the pricing strategy of the hotel has been briefly described in the report. The legal factors which are involved in the company’s daily operation like the general data protection regulation have been taken in the report. The ethical factors include the people coming into the hotel should not be Minor and should follow the requirements required by the company. Lastly, the Demographics of the company, elaborates the hotel will provide special accommodation packages during the festive seasons and discover new hotspots for attracting new customers. In SOAR analysis important factors like Strength, Opportunities, Aspiration and Results have been briefly discussed in the report. In Strength the proper evaluation of Britannia Hotel's strengths has been taken into consideration, the Britannia Hotel is known for its employment and providing jobs. In Opportunities, the factors include online booking facilities to provide better services to the customer are briefly described in the report. In Aspiration, It was discussed how the Britannia Hotel chains should do to acquire more customers in future. Setting the goal to be the best hotel chain in the country. At last the result of the things which were taken into consideration like how to achieve those goals in the requisite time and making a proper daily plan to achieving those goals. In the last analysis, TOWS analysis was taken where the analysis of Threats, Opportunities, Weaknesses and Strengths has been given in the report. In Threat, several threats regarding the hotels have been discussed where the condition of the hotels is very poor and have a customer satisfaction of just 56% which is much less compared to other best hotel chains across the United Kingdom. In opportunities, the spending of the Britannia hotels is around £2m on the COVID-19 precautions taken for the guests. It includes other facilities for physically disabled people and special Spa Services have been discussed in the report. In weakness, the proper analysis of the issues faced by the customers like food and unhygienic accommodation provided by the Hotel has been discussed in the report. At last the strength, they have been working to adopt sustainable operations in their business and the hotel's strength is having good suppliers in the backend who are fully capable of providing the necessary things required by the Britannia Hotel. A proper action plan has been taken to evaluate the number of changes the organisation is dealing with. Some of the problems with in-depth solutions and the outcomes it gives are discussed in the report. Some of the problems are Operational costs, Increasing Room facilities and Training sessions for the employees. In the recommendation section, some of the factors have been discussed which is necessary to foster the Britannia Hotel chain. The recommendation consists of several things. The Britannia hotels are behind the many challenges the hotel failed to meet customer satisfaction as they have very bad accommodation services and the quality of food is not meeting the requirements (Friedberg, 2022). To resolve this issue the company have to increase employee productivity. Creating a good Rating for the hotel by acquiring good feedback from the customers and delivering all the expected requirements required by the customers. To look after the employee's engagement rate to find the efficiency and productivity produced by every employee to meet customer satisfaction. A customer experience survey should be taken when the customer leaves the hotel to find any issues or problems they face while staying in the Hotel. Taking reviews from the employees whether they face any difficulties or have issues in conversation with foreign guests and trying to resolve those problems as soon as possible (Cangi, 2023). 
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[bookmark: _Toc157532786][bookmark: _Toc157551443]Introduction
The consultancy firm is a service provider organisation that provides expatriates for the present industry and this consultancy firm main job is to provide data like the strengths, weaknesses, threats, opportunities and strategies the organisation should focus on. Consultancy firm helps organisations to solve problems and develop strategies accordingly. The consultancy firm has to learn about the existing position, strategies, business model and many more of that organisation in detail. Then the firm can give their expert advice and booming strategies. Britannia Hotels Group is one of the largest organisations in the hospitality sector in the United Kingdom. It has almost 60 hotels in the United Kingdom. This hotel group was established in 1976, that time the Britannia Group had almost 100 bedrooms in the hotel, which is situated in South Manchester. This hospitality firm has enlarged its business and at present, they have almost 255 bedrooms in that hotel, including a hotel bar. Also, there are many restaurants present in that hotel to serve the customers of the Britannia Hotel Group. In the year of 1981, the authority of the Britannia Hotel Group decided to acquire another marketplace in the hospitality management sector in central Manchester. This hotel group opened in central Manchester in the year of 1982 (britanniahotels, 2023). At that time this hotel group had only 25 bedrooms on the top floor of the night club which was situated in central Manchester. Which became one of the largest hotel chains in the United Kingdom with 363 bedrooms and a multistoried building with all the modern facilities. Britannia Hotel Group is present in the neighbouring city of London, which is Canary Wharf. This Hotel Group has an amazing geographic advantage such as this is the shopping district of the United Kingdom and also this city is one of the nearest cities to the airport, this will help the organisation to acquire the customers. Also, the famous O2 arena London Eye and the British Museum are located in this area so the engagement of the tourists is high in this area and this will be an advantage of the Britannia Hotel Group. The Tower of London and ExCel Exhibition Centre are also located in this area, so geographically this location is very rich for running a hospitality management business. In the financial year 2023, Britannia reported a profit of almost 30 billion INR which was near about 12 billion INR in the year 2016. According to Statista Britannia is one of the largest hotel chains and also it stands in the top ten hotel business in the United Kingdom. The consultancy firm will report against some issues they should look forward to engaging more customers to their business. This firm will discuss the problems and strategies of the Britannia Hotel group. Also, the firm is trying to help them with their business model and their existing strategies. This report will discuss a detailed description of the issues. Customer feedback, employee performance and other operational inefficiencies will be discussed in the further report. The income strategies and upcoming scope of the business to grow their business will be discussed in this essay. The report will continue with some framework to discuss the strategies of the organisation. The STEEPLED framework will be discussed in this report and also the TOWS framework will be described in this report. SOAR analysis will also be discussed in the report to help the organisation in its further strategies. After that, the report will discuss some recommendations and some changing patterns in the existing management environment. The last part of the report will discuss the action plan of their strategies. 


[bookmark: _Toc157532787][bookmark: _Toc157551444]Analysis of the issues faced by Britannia Hotels
The Britannia hotel chains have faced several complaints about the cleanliness of the rooms. Not maintaining good hygiene for the customers who are visiting the hotel. The average cost of UK hotels is less but the Britannia hotels charge much more amount concerning their amenities and room facilities. The Britannia Hotel achieved an overall customer satisfaction of around 56% which is very less compared to the industry standards. 
Many customers also find an issue with the food and beverages, and the quality of food provided by the hotel is very bad and not adequate to eat. The adaption of old technology by the hotel and the amount of time it takes to complete the customer demand. This feedback decreases the Hotel demand in the market and stagnates the future growth of the hotel chain. The Britannia hotels have received many complaints regarding the parking lots that are provided by the hotel management are very far from the hotel. Employees working with the hotels are not experienced enough in hospitality. Although Britannia's employee appraisal system is very bad many of the senior employees do not want to be in the company for a long time. Operational inefficiencies in Britannia are known to all the hotel uses more food than required which ultimately costs them. Inadequate staff to maintain the room's cleanliness is a major concern which falls under operation inefficiencies in the hotel. These issues should be considerably taken by Britannia Hotel to gain its position as the best hotel chain in the United Kingdom.  
[bookmark: _Toc157532788][bookmark: _Toc157551445]STEEPLED Analysis
Social: The hospitality sector has been a highly competitive business sector in the United Kingdom since the pandemic. The customers of the hotel industry are demanding added hygiene and safety protocols for their security and health benefits. Additionally, the preferences of customers are changing rapidly for food and other aspects. Current visitors are seeking specialised services from the hotel authority such as personal wellness arrangements, gluten-free and vegan food items and many other things. These things have added huge costs for running the hotel business in the United Kingdom and this pressure has negatively affected Britannia Hotel. 
Technological: Britannia Hotel provide customers' bedrooms with free Wi-F access to 2x20-minute sessions. The customers are offered unlimited access to Wi-Fi which costs £7 per 24 hours. This hotel is technologically advanced, and the customers can book over the phone with central reservation (Britanniahotels, 2024). This hotel maintains a modern security system with CCTV camera safety measures for the welfare of customers. Additionally, this hotel allows several payment procedures such as mobile wallets, online transfers, and contactless payments. 
Economic: The annual inflation rate was 4.2% in the United Kingdom in December 2023 which was unchanged till now. This aspect has forced the Britannia Hotel to restructure its pricing strategy for the profit margin. Side by side, the operational costs of this hotel have increased from supply costs to wages in this inflationary situation. 
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Figure 1Annual inflation rate
Source: (ONS.GOV.UK, 2024)
This hotel has been affected negatively by the fluctuations in GBP which made the expeditions expensive for visitors of other countries. If Britannia Hotel sources services or products from another country, a weak pound can develop costs. 
Environmental: Britannia Hotel follows the operations of sustainable food and services which is characterised by less waste of resources and recycling. The customers of this hotel can receive the REFOOD mark which is a trust-based certification which helps to improve consumer trust in food materials. This hotel maintains a cleaning routine to ensure all bedrooms for freshly sanitised for each new guest. It keeps a safe and hygienic atmosphere for the development of the hotel business (Forbes, 2020). The implementation of a recycling system and waste management can make this hotel more environmentally responsible. 

Political: The policies of the United Kingdom government on tourism including visa regulations and other matters have affected the occupancy rate of Britannia Hotel. The changes in taxation have affected the profitability of this hotel. The fluctuations in Value Added Tax on the hotel business directly affected the pricing strategies of rooms in Britannia Hotel. Since the pandemic, a sharp decline in the rate of visitors can be noted in the United Kingdom which represents the financial pressure on this hotel business.  
Legal: Britannia Hotel is protecting and respecting privacy which concerns the General Data Protection Regulation. The employees of this hotel handle the data of the customers securely and kept as long as necessary for the purposes. This hotel maintains the HOTEL PROPRIETORS ACT 1956 through which Britannia Hotel is liable for the damage or loss to the customer’s belongings or property (Legislation.GOV.UK, 2024). This hotel maintains the provisions of the Sexual Offences Act 2003 and does not allow anyone to visit the hotel. 
Ethical: Britannia Hotel is concerning a safe and secure environment for the guests and does not share the details of guests with any third party. This hotel does not allow themed break entertainment, any other non-standard entertainment or private events. Britannia Hotels reserves the right to cancel or postpone entertainment at short notice to the guests. This hotel has made a seaside cancellation policy, and the payment card must be produced upon check-in at this hotel along with a photo ID. Additionally, Britannia Hotel does not allow minors as a guest without accompanies by a legal guardian or by parents.
Demographics: There are many single-parent families, extended families and couples without children can be seen in Britannia hotels as guests. It can be seen that this hotel has tried to cope with the changing demographic due to the changing preferences of the customers. This hotel provides festive accommodation packages and Christmas packages that include 3 nights of accommodation along with dinner and breakfast for the guests (Britanniahotels, 2024). Mainly, 52.96% of males and 47.04% of females are seen in the Britannia hotel and the largest group of visitors in this hotel is 45-54-year-old individuals.
[bookmark: _Toc157532789][bookmark: _Toc157551446]SOAR Analysis 
A SOAR Analysis is conducted to understand the overall performance of the hotel. SOAR stands for Strengths, Opportunities, Aspiration and Results. It is different from the SWOT analysis where weaknesses and threats are identified. SOAR analysis emphasised the company's positive aspects by creating a plan for the future. The Analysis of Britannia Hotels It consists of positive aspects that the hotel chain will have in future. 
Strength: The hotel industry is considered one of the most profitable industries in the segment. The Britannia company is known for its knowledgeable staff and members (Pennington, 2022). The location in the metropolitan cities will bring more revenue to the organisation. The hotel industry brings almost 50% of foreign exchange with the help of tourism industries. Creating a good brand reputation can bring more customers and investors to the business and help the business expand. The Britannia Hotel has immense potential and creates many jobs for the people living in the country. 
Opportunities: The Britannia Hotel can create many opportunities, and the hotel industry has lots of potential to provide jobs to people. Provide online booking services and give flexible price ranges to the customers. Providing Smart room for potential customers to receive valuable feedback from them. In the hotel industry, there has been a large amount of data collected from customers. Using such data the Hotel Management can change or update their service according to the feedback received by different customers. The hotel can provide better accommodation for the clients who are coming for only business meetings. 
Aspirations: Taking valuable feedback from the customers, the Britannia hotel chain can update its old customs and replace them. If anything that is not appropriate or has no use by the customers or by the Hotel staff should be taken out from the hotel. In the future aspiration, the hotel could improve its customer service and maintain a professional relationship. The hotel could improve and maintain its daily expenses so, that it is easy to carry out its operation swiftly. Setting a goal to be the best hotel chain in the country and working for it till it gets completed. Making effective policies to reduce food wastage and manage paper waste from the hotel. Designing more world-class rooms and amenities for the people (Brown, 2021).
Result: The evaluation of the goals and plans which were made by the management. checking the boxes that were filled by them. In meeting the future aspiration the company should note the problems they face during the process. Setting a timeline for the goals the company wants to achieve in future. Dividing everyday work into modules and checking whether they are fulfilling the requirements or not. creating a performance indicator that will analyse the set of goals that were achieved during the process. Several useful tools can be used like Strategy dashboards, different management software and balanced scorecards. It provides in-depth knowledge about the goals which are about to be completed.
[bookmark: _Toc157532790][bookmark: _Toc157551447]TOWS Analysis
Threats: Britannia is considered one of the worst hotels in the United Kingdom in the hotel industry. The customer review is not up to the mark as the room of this hotel has been described as absolutely dire, drab and smelly by the customer (The Guardian, 2022). Britannia Hotel has been achieving a score of guest satisfaction of just 56% which reveals the position of this hotel. 2022 has been the ninth consecutive year which has stated this hotel in the bottom of the list of hotels by consumer survey in the United Kingdom (Bloomberg, 2022). This has been a huge threat for Britannia Hotel and this hotel has been named the worst hotel chain in the United Kingdom for food and drink. 
Opportunities: The authority of Britannia Hotel has considered that they are committed to providing a secure environment for the visitors. This hotel authority has spent almost £2m on COVID-19 precautions for the welfare of the guests (Brignall, 2020). This hotel provides an advanced security system with CCTV camera security for the safety of visitors. It includes facilities for disabled visitors, special personalised spa services and leisure facilities for the guests. These are the opportunities through which more guests can be retained in this Britannia hotel. 
Weaknesses: Many guests have reported that Britannia Hotel has poor customer service such as lack of hot water, lack of cleanliness and issues relating to food. The dirty loos and negative reviews have made this hotel as worst hotel in Britain (Brignall, 2020). It has been reported that there are stray hairs, stained towels, and surfaces which had been found in Britannia’s hotel in Folkestone. These are the weaknesses which Britannia Hotel should examine and reduce for the development of the business. Visitors like to rate this hotel poorly and describe the hotel as filthy and dreadful (Kollewe, 2019). 
Strengths: The Britannia Hotel has a diverse and wide portfolio in the hotel business industry of the United Kingdom which has made public awareness and its sustainable operations. This hotel developed the imperative strength of good supplier power which can improve business operations for consumers including many interesting accommodation packages  (Britanniahotels, 2024). This can increase consumer retention and enhance the reputation of this hotel in the market. The ideal resource management scheme of this hotel can improve the strategic management policy of the hotel business of the Britannia Hotel. 
[bookmark: _Toc157532791]

[bookmark: _Toc157551448]Recommendation
[bookmark: _Toc157551449]Need for the brand, Britannia Hotels to address the issues faced
There are a large number of issues that the brand, Britannia Hotels is faced with which has impacted the overall performance of the brand. The growth of the business, especially in the hospitality sector is largely dependent on the service that is handed out to the customers. Although the brand has failed to meet the customer expectations and has negatively impacted the overall experience of the customers. The brand has very poor quality control which is reflected in the quality of food that is served to the customers (Gavell, 2022). Along with that, the customers are also faced with the issues of poor room services and the with the issues of poor staying experience which is reflected through the poor quality of the services provided in the room. This has further impacted the public image of the hotel which has impacted the perception of the business. Further, the business has failed to gather investments in the business due to the poor reputation of the hotel. These factors have negatively impacted the profit margins of the business and thus gradually pulled down the operational activities (Gavell, 2022).
 Evaluation of the Issue
With the analysis of the issue, it can be evaluated that the brand is faced with poor employee productivity. This reflects that the employees working with the organisation are not highly motivated and lack the proper training and guidance. Further, this reflects that the management of the organisation has failed to build a sufficient supply chain which has impacted the quality of the customer service that the customers are provided with. Thus, a change in employee training and a change in management is necessary to ensure that the organisation can improve its performance in the market (Price, 2022).
[bookmark: _Toc157551450]Recommended Measure Against the Issues Faced
The Britannia Hotels could introduce the following strategies to improve the performance of the brand:
AI-integrated Employee Training 
The brand, Britannia Hotels could introduce new HR Strategies that will concentrate on the improvement and development of employee productivity and skills. The new training process that will be introduced will be provided through the use of AI-integrated technologies. The AI training process will provide the employees with a better understanding of the business process and the responsibilities that will help to improve the knowledge of the employees in the organisation. In addition to that the employees in the organisation will be put through an in-depth analysis and understanding of the skills and the knowledge that the employees have. The employees will be put through skill evaluation tests. These tests will assist in the process of analysing the strengths and the weaknesses and help the organisation plan its future operational strategies (infoprolearning, 2023).
Benefits of AI-integrated Employee Training 
The AI-integrated employee training will assist the business in the process of developing and enhancing employee engagement. This will further assist the employees in the organisation to enhance their productivity and will support the growth and engagement of the employees in the organisation. The employees in the organisation largely drive the development and the growth and development of the business. This will aid in making sure that the management makes an active contribution towards the growth and development of the employees. This will thus, improve the motivation of the employees in the organisation and increase their engagement with the brand (Escuadro, 2023).
[bookmark: _Hlk157531806]New Recruitment of Managers for the Introduction of Transformational Leadership
A new recruitment process should be initiated by the brand which will be helpful for the brand to address the issues with poor management. A transformational leader takes into account the perspectives and options of the employees in the organisation. This will further assist in the process of understanding and developing a positive workplace environment. This will further assist in the process of establishing better communication in the workplace and help to build a strong relationship between the employees in the organisations (forbes, 2022). The recruitment process will be conducted through a selection test and on the basis of the amount of experience the candidate has. This will further help the management to ensure that the new floor managers are highly efficient with the employee management. This will further assist in promoting healthy competition in the workplace. The floor managers will be directly under the manager who will be responsible for the preparation of the mid-way progress report. This strategy will aid the brand in analysing the loopholes and the grey areas where the management must improve their performance (emeritus, 2023).
Benefits of Introduction of Transformational Leadership
The introduction of transformational leadership will help in the development of employee engagement and will guide the growth of the business operations. In addition to that the management will be able to build a more cooperative workspace and thus, will aid in the process of introduction of the new innovations in the organisation. This will help to address the needs of the employees and help to motivate the employees towards accepting and taking part in the training programme. This in the long term will contribute towards the improvement of the customer service of the brand (Milicevic, 2023).
[bookmark: _Toc157551451]
Lewin’s 3-Stage Model of Change Theory
Lewin’s Change Management Model will aid in the process of understanding how a new change can be implemented in the business without disrupting the complete organisational balance. The model helps to concentrate on the restraining factors that oppose the changes in the organisation. Thus the changes that impact the business operations are moulded and shaped through the use of the change management model. The model describes three different stages, Unfreeze, Change and Refreeze. These steps help to understand how business operations can be altered and new changes can be established in business operations. The business could use this model to introduce the change in the organisation and enhance its performance in the market (visual-paradigm, 2022). 
Unfreeze: This is the stage where the usual process of business operations is analysed and the need for a change is realised. The grey areas and the areas of the challenges are evaluated to understand the root base of the issues that are faced by the organisation. Once these issues have been recognised, alternative solutions and strategies for the development of the business operations are evaluated. The business, Britannia Hotels has been facing issues with the management of the customer experience and customer engagement. The businesses have very poor customer service which has led to the brand earning a bad reputation in the market. This has helped to reflect the need for the brand to enhance its employee productivity and increase employee morale (Channell, 2021).
Change: The change is the stage where the new changes are proposed and the proposed strategies are discussed to check for their relevancy to understand if it will help to meet the challenges in the organisation. The new changes are introduced before the employees in the organisation. This step involves activities like seeking customer feedback, employee workshops and rewards and recognition programmes. This aids in the process of easing the stress of the change among the employees and helps in the process of earning the trust of the employees in the organisation. The brand can conduct an employee performance based on which the employees can be provided with hikes and other recognitions. This will further help to earn the trust of the employees and help in the process of encouraging the employees towards accepting the new changes (infoprolearning, 2023). Once this has been implemented the organisation can start with the new recruitment process for the new floor managers. This will help to ensure that the employees are able to gain the guidance of a transformational leader who can address the varied needs of the employees. The organisation can introduce the new AI-integrated training process which will help to ensure that the employees in the organisation are able to improve their skill sets and enhance their performance. The floor managers who will be assigned to the new job posts can aid the organisation in the process of preparing progress reports and performance reports. Based on these reports the organisation can make future decisions regarding employee management (Escuadro, 2023).
Refreeze: This is the stage where the change has already been implemented in the organisation and the management of the organisation strives towards introducing new strategies that can help to maintain the effectiveness of the strategies. These strategies will help in the process of analysing how effective the implemented changes have been for the businesses. This is the stage where the management solidifies the changes that have been implemented and makes sure that the changes that have been introduced are accepted in the workplace and that the employees benefit from the requested changes. The brand, Britannia Hotels can introduce new strategies of KPIs that can help the brand to evaluate and analyse the effectiveness of the AI-integrated training and the floor managers for micro-management. This can be conducted through the conduct of surveys on the customer experience. Further, tracking the hotel rating and gathering the reviews from the employees will assist in the process of understanding if there are any loopholes. The new issues that have arisen in the organisation can be easily recognised through the employee review which will aid in mitigating any further risks (forbes, 2023).


[bookmark: _Toc157551452]Key Performance Indicators for the Proposed Changes
The key performance indicators are the factors that are analysed and evaluated to understand how effective or successful any particular step or strategy has been for the brand. This has further assisted in the process of developing a better understanding by providing the management with a quantitative measure of the brand. The following key performance indicators can be used by the brand to measure the success of the business activities:
Hotel Rating: The management can track the rating of the hotel and the customer reviews on the online website of the brand. With improved customer service and enhanced sales of business operations, the brand will slowly be able to improve its brand reputation and enhance its sales in the market. This will further help the brand in the process of understanding how well the training and the hiring process have worked out for the success of the business operations in the market. If the hotel ratings and the online reviews do not improve or show a slow growth rate, it would reflect that the new changes have had no impact on the improvement of the business operations (forbes, 2022).
Customer Experience: The customers who stay with the brand could urged to provide reviews on their staying experience. A form could be presented before them to understand and gather their experience and check if the customers have any kind of complaints regarding the time they stayed with the brand. This will further help to understand how the brand can improve its customer’s experience and where the management must work to improve their performance.
Employee Review: The employee review plays an important role in the development and expansion of the business operations. The employee reviews help to make the employees feel like they are a part of the organisation and provide them with the feeling that their opinions matter. The review gained from the employees helps to understand the areas where the management should concentrate. Additionally, this approach will help the management to gain an insight into the performance of the floor managers as well (Dewar, 2023). 



[bookmark: _Toc157532792][bookmark: _Toc157551453]Action Plan 
	Number 
	Problem 
	Solution 
	Desired Outcomes
	Time Scale 
	Completion Date 
	Planned Budget

	1. 
	Operational cost 
	The operational cost is an important factor for any business (Epsilon, 2023). By taking account of all the expenses and maintaining a record of things. Taking all the necessary steps to reduce the operational cost to increase future profits.   
	The reduction in operational costs can reduce the stress within the company and help the company to expand its horizon to other operations like Room maintenance and expanding parking facilities. 
	2 Months 
	20/03/2024
	£10,000

	0. 
	Increasing room facilities 
	Making rooms with better accommodations and facilities attracts customers to book rooms in the hotel (Ratcliffe, 2023). Utilise the staff more in maintaining the rooms and hotel decoration. Providing funds to the related department to enhance the ambience and decoration of the lobby, rooms and corridors section of the hotel. 
	Making rooms better helps the hotel to gain more customers footprints. Personify the decoration resulting in good customer feedback in future. Giving Hitech technological benefits to the people. In today's generation, many organisations updating themselves technologically to enhance the customer experience with them.
	3 Months 
	18/04/2024
	£30000-40000

	0. 
	Training of the employees 
	Providing employees with better training sessions and giving them a proper knowledge of the rules and regulations. Acknowledge the employee's dedication and results. The proper knowledge to help the customers resolve any query or issues faced by them (Patterson, 2023). Conclude on the job training with the employees and check the performance of the employees. 
	Any organisation will able to succeed when it resolves the customer's problem. Having such staff who are well adapted to the requirement to solve any issue will benefit the company in future goals. Giving proper and good hospitality to the customers helps in acquiring and retaining the customers in the long run. It will increase the company's reputation across the country. 
	1-2 Months 
	02/03/2024
	£1000-2000





[bookmark: _Toc157551454]Conclusion 
The consultancy firm reported a brief description of the problems and strategies of the organisation and the firm has suggested the way out of these problems and planned new strategies for the organisation to acquire more customers. The report has analysed the STEEPLED framework and the key findings have been discussed in this report such as the visitors seeking for some healthy measures and some new technology to ensure the safety after COVID-19. The new generation is more likely to focus on a healthy lifestyle, the hotel should also focus on this part and provide gluten-free and veg food items for their customers to maintain their preferences. Safety measurement is highly in demand among the customers, the hotel should focus on this fact and give special emphasis on how to control this safety measure such as social distancing in reception, and wearing a mask every time a person steps out of his room. Britannia Hotel Group should provide some technological services which have also been discussed in the report such as they should provide free Wi-Fi to all the customers they are serving. At present, they provide a Wi-Fi connection in exchange for £7, which should be free of cost to the customers. Also, they should provide more security by providing CCTV facilities to their customers, it will help them to stop any kind of inconvenience and mishap on their hotel premises. Britannia also follows some unique strategies which are environment friendly such as sustainable food which will help them to reduce the waste of resources they can recycle the product with the REFOOD mark and it will gain the trust of the customers they are serving. Also, they especially focused on the cleaning process of the rooms and the toilets as well as the lobby of the hotel. It is very helpful for enhancing new guest experiences and leads to positive feedback. Britannia Hotel Group should reframe their pricing structure to cope with the new situation after the inflation of the United Kingdom last year. Which all has been discussed in this report. The strengths of the Britannia Hotel group have been discussed in this report, their hotel staff is very knowledgeable and eligible to complete their job. On the other hand, Britannia Hotel Group provides many job opportunities and flexible price ranges to attract their customers. The two change recommendations, AI-integrated employee training and hiring new floor managers have helped in the process of establishing how the business can improve their business operation. This has helped to understand how the businesses, Britannia Hotels can use Lewin’s Change Management Model to implement new changes in the organisation and monitor the effectiveness of the new changes in the organisation. The KPIs have further helped to understand how the organisation can track the success of the newly implemented changes in the organisation.
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