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Executive Summary

This report examines the functions of business and context of management in Alton Towers from a variety of perspectives (general management/HR/finance).
The report was carried out on behalf of the client, who has the help in creating the next business plan.
Alton Towers is one of Merlin Entertainments Organisation. Well known as the biggest UK's biggest Theme Park located in Staffordshire in England. The resort incorporates theme park, hotel complex, spa and mini golf. The Park features such attractions as famous roller costers Galactica, The Smiler, Wicker Man, Runaway Main Train, Nemesis. Park is open from March till November. However, hotel and amenities are open all year- round. Events are organised throughout the year for example Alton Towers Scarefest (Halloween event), and fireworks event on a season-ending.
This report has three parts.
The first part is Environmental analysis and including economic models and concepts; SWOT and PESTLE analyse. There is a focus on the principal external and internal risks facing the Theme Park and how it is social and business performance can be improved as a result.
PESTLE analysis contains macro factors such as political, environmental, social, technical, legal and economic and micro, where we include: company, suppliers, intermediate marketing, customers, and competitors.
The SWOT analysis includes strengths, weaknesses, possibilities and threats.
Summarizing both analyses look good. As every company of Alton Towers encounters different problems (for example environmental: traffic, noises etc.), however, in the general ranking everything goes well.
The second part is Performance Management Audit and involves two parts A and B.
Part A including effectiveness and evaluation of current human resources and management systems, in specific employee selection and recruitment process.
There are also recommendations for improvement.
Part B include key performance indicators and financial ratios with analyse how effective organisation is doing. 
This part include an audit and critically analysing the effectiveness of the organization over the last two years. There are also SMART OBJECTIVES targets set for a year ahead. 
In conclusion the report seems good.
[bookmark: _GoBack]The company is developing efficiently and every now and then introduces new innovations. Thanks to the diversification of services, it functions well in the off-season. Alton Towers has a beneficial effect on the place where it operates, it gives permanent employment to about 900 people. As a part of Merlin Entertainment Group the place is world known and brings customers not only from UK. Park is constantly growing and expanding. 
In end of the report there is some recommendation for improvement as example introducing more Intellectual property than just new rides, creating unforgettable memories, create the place which cannot be missed.
Introduction

Alton Towers Resort is an entertainment centre located in the theme park in Staffordshire in England. It is located near the village of Alton. The resort belongs to the Merlin Entertainments Group and includes a theme park, water park, mini golf, and spa and hotel complex. The park was originally a private property open to the public in 1980 to raise funds. At the end of the twentieth century, it was transformed into a theme park, which is why many new rides have been introduced. In 2017 it was the second most visited theme park in the UK after Legoland Windsor. 
The opening season in Alton Towers is from mid-March to early November. There is so much to do in Alton Towers. There is over 50 rides and other attractions like eighteen-hole golf courses and so on. The company mission to putting smiles on people’s face but safety and health is number one priority. Company make sure that guests and employers are in a safe environment. 
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PESTLE is an analysis whose aim is to assess a company's macroeconomic environment. It is an extremely helpful tool when making key decisions about the company, such as entering the foreign market and creating long-term plans (Crane & Matten, 2012) (Francke, 2013)
Macro factors for Alton Towers
Political
Currently the UK is at the stage of leaving the European Union. Brexit may make it difficult to attract visitors from foreign markets. Brexit is a great interference in the government's policy, which may entail new regulations of foreign trade or free travel from/to the European Union (Rhodes, et al., 2018)
Environmental
The management of Alton Tower Resort is aware of how the Park influences the local environment (noise, traffic, rubbish). The park has an environment protection team or the team managing the improvement of traffic during peak hours. Introduction of rules and regulations regarding the construction of new roads and ensuring that construction/exploitation is not harmful to the environment would be an additional advantage for the company (Figge, et al., 2002) (Seuring & Gold, 2013) 

Social
Accidents during the stay in the park ending with injuries /death and coverage of this in social media / television can discourage people from using this form of entertainment (Baron & Markman, 2003) (Collins & Clark, 2017)

Technical
Alton Towers was the first to open a 14 loop rollercoaster in the world. Such large businesses are expected to be all the time in the big league. The company must allocate money to maintaining its attractions on a regular basis (Durrant, et al., 2012)

Legal
The company must comply with health and safety rules and regulations. Otherwise, it would risk high fines or even closing the park (Brotherton & Coyle, 1990) (Leuz, et al., 2003)

Economic
Each recession can affect the number of visitors in the park and consequently the decrease of the company's revenues (Sloman, et al., 2016)

Micro factors include:
The company
Employees of Alton Towers, their commitment to their duties have a huge impact on the company's operations (Fineman, et al., 2009)
Suppliers
Suppliers of products, materials and goods have an impact on whether the company introduces new attractions and improves the existing ones on an ongoing basis (Boddy, 2013)
Intermediate marketing
The sale of Alton Towers products takes place through such distribution methods like online, on-site in the theme park or by phone. The unavailability of any of these services may result in a drop in ticket sales (Mullin, 2016)
Customers
The park is forced to constantly introduce new events and attractions in order to attract visitors (Mullin, 2016)
Competitors
Alton Towers must constantly monitor the competitors' moves. Every move aiming at the development of their products forces the Park to provide new attractions for visitors. Otherwise, customers will not use the park's services in the long term (Tribe, 2016) (Stuart-Hill & Parker, 2013)
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SWOT analysis is a fundamental method of strategic analysis of a company. The name of this method is an acronym for words such as strengths, weaknesses, opportunities and threats. It can be used holistically for the entire enterprise or in individual areas of its operation, e.g. production, marketing or finance. It is often used in counselling activity (consulting) as a technique of preliminary strategic analysis of an organization (enterprise) commissioning a consulting service (Mullins & Dossor, 2013) (Francke, 2013)
Strengths
•	Greater age range of target customers. Alton Towers is a theme park attractive for customers in every age category. Both children and youth, adults or seniors will find something for themselves here. 
•	Good marketing campaigns, preceded by a thorough getting to know of a visitor's profile, external and internal factors affecting this entertainment market and the current economic climate, as well as competition offers. Advertising campaigns include radio, press, national television, social media. 
•	A unique attraction. Alton Towers is the largest theme park in the Great Britain with a well-established brand based on a rich history. The park is widely known for its great attractions, has high quality products and equipment. 
•	The company has a very well-developed website, characterized by direct booking of tickets and easy access to information about facilities and the offer (McClung, 1991)


Weaknesses
•	High level of seasonality. This involves the opening in certain times of the year. It also causes lowering the prices in seasons of reduced interest, which results in lower revenues.
•	The fact that accidents occur in the park may indicate the weakness of its technical activities. This may cause anxiety of customers and unwillingness to use Alton Towers.
•	Location of Alton Towers. The park is located in a relatively rural area and this can be a problem for some of the visitors.
•	Price. Tickets are relatively more expensive when we compare prices with the competition (Swarbrooke & Page, 2001)

Possibilities
•	Giving an educational element to the park would certainly encourage parents to take their children there
•	By establishing cooperation with other brands (as in the case of Cadbury), Alton can attract more clients and improve the market
•	A diversified product and service
•	A large number of loyal customers (Wong & Cheung, 1999)

Threats
•	Occurrence of technical errors during the use of attractions may cause injuries to the customers and, consequently, unwillingness to use this park and disrepute.
•	New innovations and achievements in indirectly competitive industries may undermine the popularity and efficiency of Alton Towers. Also direct competition of Alton Towers can be a source of threat, especially due to the introduction of newer products.
•	Possible introduction of strict laws by the government in order to tighten the safety rules and health regulations, may lead to modification of rides and other products. This may have a negative effect on the performance of Alton Towers (Prentice, et al., 1998)
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Merlin Entertainments 

GROSS PROFIT
Gross profit/Sales x 100 =
•	2015
Gross profit – 1,085,000,000
Sales (Cash Sales + Credit Sales) – 1,202,000,000 + 76,000,000 = 1,278,000,000
1,085,000,000/1,278,000,000x100= 84,9%

•	2016

170,000,000 / 1,278,000,000 x 100 = 13.30%
•	2016
Net profit – 211,000,000
Sales (Cash Sales + Credit Sales) - 1,371,000,000 + 86,000,000 =1,457,000,000
211,000,000 / 1,457,000,000 x 100 = 14.48%

ROCE
Profit before interest / total assets less current liabilities x 100
•	2015
Profit before interest – 168,600,000
Total assets less current liabilities – 2,478,000,000
168,600,000 / 2,478,000,000 x 100 = 6.80%
•	2016
Profit before interest – 212,600,000
Total assets less current liabilities – 2,959,000,000
212,600,000 / 2,959,000,000 x 100 = 7.18%


ASSET TURNOVER
Sales / total assets less current liabilities 
•	2015
Sales (Cash Sales + Credit Sales) – 1,202,000,000 + 76,000,000 = 1,278,000,000
Assets less current liabilities - 2,478,000,000
1,278,000,000 / 2,478,000,000 = 0.52
•	2016
Sales (Cash Sales + Credit Sales) - 1,371,000,000 + 86,000,000 =1,457,000,000
Total assets less current liabilities – 2,959,000,000
1,457,000,000 / 2,959,000,000 = 0.49

FIXED ASSETS RATIO
Sales turnover / fixed assets
•	2015
Sales (Cash Sales + Credit Sales) – 1,202,000,000 + 76,000,000 = 1,278,000,000
Fixed assets – 2,475,000,000
1,278,000,000 / 2,475,000,000 = 0.52
•	2016
Sales (Cash Sales + Credit Sales) - 1,371,000,000 + 86,000,000 =1,457,000,000
Fixed assets – 2,958,000,000
1,457,000,000 / 2,958,000,000 = 0.49



WORKING CAPITAL TURNOVER
Sales turnover / Net current assets
•	2015
Sales (Cash Sales + Credit Sales) – 1,202,000,000 + 76,000,000 = 1,278,000,000
Net current assets – 3,000,000
1,278,000,000 / 3,000,000 = 426
•	2016
Sales (Cash Sales + Credit Sales) - 1,371,000,000 + 86,000,000 =1,457,000,000
Net current assets – 1,000,000
1,457,000,000 / 1,000,000 = 1,457


CURRENT RATIO
Current assets / Current liabilities
•	2015
Current assets – 260,000,000
Current liabilities – 257,000,000
260,000,000 / 257,000,000 = 1.01
•	2016
Current assets – 340,000,000
Current liabilities – 339,000,000
340,000,000 / 339,000,000 = 1.00



QUICK RATIO
(Current assets – stock) / current liabilities
•	2015
Current assets – 260,000,000
Stock – 30,000,000
Current liabilities – 257,000,000
260,000,000 – 30,000,000 / 257,000,000 = 0.89
•	2016
Current assets – 340,000,000
Stock – 36,000,000
Current liabilities – 339,000,000
340,000,000 – 36,000,000 / 339,000,000 = 0.90

DEBTORS DAYS
Debtors x 365 / Sales
•	2015
Debtors – 76,000,000
Sales (Cash Sales + Credit Sales) – 1,202,000,000 + 76,000,000 = 1,278,000,000
76,000,000 x 365 / 1,278,000,000 = 21.71
•	2016
Debtors – 86,000,000
Sales (Cash Sales + Credit Sales) - 1,371,000,000 + 86,000,000 =1,457,000,000
86,000,000 x 365 / 1,457,000,000 = 21.54
CREDITORS DAYS
Creditor x 365 / credit purchases
•	2015
Creditor – 41,000,000
Credit purchases – 189,000,000
41,000,000 x 365 / 189,000,000 = 79.18
•	2016
Creditor – 63,000,000
Credit purchases – 233,000,000
63,000,000 x 365 / 233,000,000 = 98.69


DEBT RATIO
Total debt / total assets
•	2015
Total debt – Current liabilities + long term liabilities = 257,000,000 + 1,320,000,000 = 1,577,000,000
Total assets – 2,478,000,000 + 257,000,000 = 2,735,000,000
1,577,000,000 / 2,735,000,000 = 0.58
•	2016
•	Total debt – Current liabilities + long term liabilities = 339,000,000 + 1,518,000,000 = 1,857,000,000
Total assets – 2,959,000,000 + 339,000,000 = 3,298,000,000
1,857,000,000 / 3,298,000,000 = 0.56
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There has been a slightly reduction in the gross margin from 2015 to 2016. However, there has been an increase in the net profit margin. 
Gross profit margins can decrease when costs of production exceed total sales. This could be an indication of a company's incapacity to control costs. At the same time, negative margins could be the natural consequence of macroeconomic or industry-wide difficulties beyond the control of Merlin’s Entertainment management.
ROCE increased in 2016 compare to 2015. This particular ratio is good, means that company is stable, especially if comparing to companies in the same sector. 
There has been a reduction in the asset turnover figure which can means that assets are not being used efficiently.
Crucial that Alton Towers look at competitors to determine if this is industry wide effect.
There has been massive increase in working capital turnover in 2016 compare to 2015.
Positive working capital turnover shows that company is able to pay off its short-term liabilities. Also, a high working capital turnover shows company possibilities to expand its operations.
Working capital turnover pass the matter decisions relating to working capital and short-term financing. Shows that Merlin Entertainments is able to continue its operations and that it has sufficient cash flow to operating expenses and satisfy the short-term debt. These involve managing the current assets and the current liabilities of the company. (McWatters, et al., 2008)

The current ratio has not changed from 2015 to 1016 and both years are within acceptable limits. This figures represent how quickly cash can be obtained to settle debts pay expenses.
There is an increase in the number of days to pay creditors, which can mean that company does not have the necessary cash to pay its creditors. It is very important to look at current ratio to observe how quickly cash can be obtained. This can also mean that the company has renegotiated repayment terms with their suppliers. 
Companies usually finance their operations by taking on debt or through investments from shareholders. It is crucial to understand the proportion that is financed by debt as opposed to shareholders equity is the debt to equity ratio, and the main indicator of the financial position of the company (Parmenter, 2010)
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Smart objectives is the concept of creating goals for the company. The planning involve set of five postulates. The goals to be well-defined need to be Specific, Measurable, Achievable, Relevant and Time-bound (Gelder & Woodcock, 2003)

Organic growth
Continuing predictable and planned capital expenditure cycles suitable to each Operating Group provide the principal drivers to growth across our existing estate. This will be complemented by yield management strategies and good price based on regularly improving guest experience.
Rolling out chainable brands worldwide.
Merlin Entertainment has strong, global recognised brands including LEGOLAND Discovery Centres, Madame Tussauds, SEA LIFE, Dungeons and the "Eye" which is the brand they are using to build their portfolio of "observation" attractions. They have develop skills internally to secure, identify and build 6 or 7 new attractions every year.
Destination positioning
Merlin Entertainment intend to position all theme parks as short break destinations in order to optimise asset utilisation and market reach. Holiday villages and hotels are a clear market signal in achieving this and the group plan to add new developments to their existing estate.
Acquisitions
The visitor attraction market is highly fragmented and company consider themselves well placed to take advantage of consolidation opportunities that will enhance their strategic aims.
Number one priority
The delivery of unforgettable experiences to their millions of visitors supported by continuously monitored visitor satisfaction, very highest customer service and Health/Safety standards and a world class people development strategies (Gelder & Woodcock, 2003)
[bookmark: _Toc7019503]Performance Management Audit

Human resource management (HRM) is the process of acquiring, developing and maintaining human resources (employees in the organisation) so that the company can be managed in an efficient and effective manner and so that it can easily achieve its goals. 

The functions of a human resource management specialist fall into three categories
1. Operational functions, which include recruitment, training, professional development, remuneration, benefits, accomplishments and ensuring compliance with the law in the organization. These daily activities do not require long-term strategies.
2. Managerial functions such as planning, organizing, managing and controlling employees in order to ensure the achievements and completion of the intended goals. In this part, we focus on strategic short- and medium-term decisions and operational tasks.
3. Advisory functions, i.e. advising senior management and heads of departments in matters related to human resources management. These functions are purely strategic, tailored to the company's mission (Armstrong, 2007)

Each function is subject to specific duties and depends on the role in the organization. A good division of functions is connected subsequently with the transparency of the goals that affect the effectiveness of their performance

There are four clearly defined goals that must be achieved in the organization:

1. Social goals or legal obligations. The HR manager must have accurate knowledge about the relationships in the field of managing human resources
2. Organizational goals to ensure organizational efficiency, helping the company achieve its main goals

3. Functional goals: HR department should operate in parallel with the organizational goals

4. Personal goals consist in assessing the individual skills of employees and designing the path of their development, at the same time adapted to organizational goals. Initially, it is about helping an individual employee to define and achieve his/her personal goals and creating an image of the career in a way that adds value to the company (Armstrong, 2007)


Alton Towers theme park has welcomed its guests for over 35 years. In addition to excellent attractions such as rides, there are also 4 hotels in its possession, which entails a huge demand for employees. It is one of the largest employers in the private sector in the region, indirectly and directly responsible for 2,900 jobs in the area and 3,520 jobs in West Midlands region. In fact, most of them have a seasonal character and are not full-time. However, 900 people have full-time jobs there (Anon., 2019)

How to get a job at Merlin Entertainments
Alton Towers employs employees mainly seasonally. It has entry-level jobs as well as professional offers. Before a candidate is invited to an interview, he/she must first complete the appropriate questionnaire (Anon., 2019)

The start of the process
The recruitment department contacts potential employees in order to invite them for an interview within 14 days from the date of sending the application, usually it is an email. The job interview usually includes questions related to your previous employment, your skills and availability to work. 
The selection processes differ
The company focuses on doing them in a pleasant and relaxed atmosphere, which helps to assess professional capabilities and personality of a recruited person in a correct way. Tasks at the basic level (seller, rides team member) are present in the form of group interviews and then individually.  Basic questions to applicants at the basic level usually relate to interpersonal skills and work ethics. 
Superior Roles
Candidates for higher positions have to go through several panel interviews, usually including questions about behaviour in specific situations (acting out situation scenes), which allows to determine the maturity and responsibility of an applicant.
Arrive On-time and Dressed Up
The recruitment session is at least 30 minutes. Candidates should be dressed in line with the role they are applying for.
How to be the best
The ideal candidate is expected to have passion for theme parks and express real commitment to work. The company is strongly focused on creating unique and unforgettable experiences and requires employees to share and demonstrate the attitude of faith in the power of play. 
Wrapping Up Interviews
Alton Towers is looking for employees who are truly committed to the company's mission, ready to go the extra mile. It is very important to be prepared to demonstrate such behaviors by citing the stories from previous experiences, both from everyday life and from work. Enthusiasm and commitment are very much appreciated here. The company believes that happy team means happy guests. Therefore it is essential to provide unforgettable experiences to a customer. Loving what we do, always striving to be fast and innovative, keeping promises and above all being serious and following the rules of safety in this atmosphere of fun (Anon., 2019)
The result of the job interview is usually given by e-mail or by phone and regardless of whether it is successful or not, candidates are informed about the employment status a few days after the interview. (Anon., 2019)

Alton Towers believes that as long as employees are happy, it can ensure that the client's expectations are met to the fullest. Motivated staff is the key in serving customers. An average employee can work up to ten hours a day, which is why the company tries to balance a hard day at work with some benefits for the staff. Employees receive certain numbers of tickets that can be used in all global attractions of Merlin. The company has an online system that provides access to employee benefits, such as holiday discounts or gives them the chance to win a trophy, coupons or even money. 
The company has bonuses for achieved targets. It also has a system of saving Merlin Entertainment shares. While reading the opinions about working at Alton Towers I have met with a very positive response to it, which means that actions undertaken to motivate and maintain satisfaction of an employee are very fruitful (Anon., 2019) (Armstrong, 2007)

The company puts great emphasis on the following aspects:

•	Professional development - awakening in an employee the willingness to look for and go through subsequent training courses
•	Long-term vision - plan, map what you can 
•	An effective and strong awards system
•	Accessible and easy communication, making employees feel appreciated;
•	Creating employees with the opportunity to participate in business regardless of the position
•	Making work pleasant (Anon., 2019)

Recommendation for improvement:
· Intellectual property
Nowadays the thrilling rides is not enough. Theme park guests want to spend their time with loved characters and franchises (Intellectual property) as for example the Minions, Disney princesses, Harry Potter, Star Wars. Attractions focused on Intellectual Property are the part of over-flowing circle where TV shows, toys, movies all promote each other.
· Theme parks are a capital-intensive business to run
Alton Towers need to maintenance and add new rides, restaurants, hotels and shops every year to follow with competitors. It is important to keeping up by offering high-tech, new attractions that visitors crave
· Having international partners
· Having more events going on through the year (specially when is off season)
· Concentrate more on promoting in social media
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