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[bookmark: _Toc10923810]Chapter 01: INTRODUCTION:
[bookmark: _Toc532252766][bookmark: _Toc2083819][bookmark: _Toc10923811]1.1 Contemporary overview:
The UK Hotel industry and the connected market are most prominently affected by the global and importantly, the Eurozone economies. One of the other significant drivers of their performance is carried by the value of the pound sterling and this effect has been shown in the year 2017 when its weak surge and lower value actually attracted a remarkable number of cross-cultural and international leisure travelers. This change after 2016, which was one of the years of barely insignificant modifications in the incoming revenues from the UK hotel industry, also promoted and extrapolated positive change in the following year. The lowering of the Pound’s value after the Brexit referendum results has actually enhanced the value of money in the capital and significantly has brought more incoming passengers to the UK. The growth is particularly reported in the holiday tourists but there is recorded 2.95% downfall in the incoming corporate travel revenue, especially during the first half of 2017. Therefore, the overall changes due to Brexit uncertainty issues and elections declined this sector's revenues. But despite an overall decline, interestingly, hotel RevPAR (Revenue per Available Room) has not been impacted much (Rahimi and Gunlu, 2016). Therefore, adapting to these reports, a significant amount of the budget supply has been reserved out of the economy market for the hotel industry, in the first half of 2017. The competition, which has been offered to this industry, is likely to be subjected from the alternative accommodation services, which include shared accommodation and serviced flats and apartments.
Though there is spike due to the weak pound value by experiential studies, the hotel performance is not exemplary in the year of 2018. The RevPAR growth has shown mediocre growth in the recent analysis and there is a subtle softening of demand from major markets of Middle East. The opportunities to be resorted on, for growing the Hotel Industry's revenues include biennial Airshows in 2018 and the introduction of cross rail during 2018 and its capitalization. One of the factors to be looked on for the current hotel industry worldwide has been discussed in this particular research, as one of the factors relevant to UK's Hotel industry. The factor is the cyber threat and security needed to adapt to this. The cyber threat starts from the Global distribution system which is used by most of the hotel chains alongside an online travel agent for a wider market reach. 
One of the other changes includes the continuation of the supply in some selected cities outside London due to the development of a buoyant market (Pereira-Moliner, Claver-Cortés, Molina-Azorín, and Tarí, 2012). The refurbishing of new and modern products in existing or new locations is being catalyzed by the developments in its consumer demand and growing trading fundamentals. But this demand is visibly segregated amongst four-star hotel brands and budgeted brands. As already discussed, there is a growing range of alternative accommodation options, which notably include hostels, Apart hotels, serviced apartments and other shared economy products.
Recent events, which included the terrorist attacks, have had a tumultuous impact but their impact was not significant on the time basis and the visitation levels had an overall growth. Therefore the outlook for the Global and the corporate leisure trips remain positive for UK (Öğüt, and OnurTaş, 2012). 
[bookmark: _Toc532252767][bookmark: _Toc2083820][bookmark: _Toc10923812]1.2 Research Purpose:
The travel and Hospitality industries are growing faster and this does not leave one of the major countries that contribute to the Global economic domination, which is the UK. Therefore there is a need to study the major factors, which influence the success of considerable hotel chains and companies alongside the latest technology and political trends, which are opportunistically countered by them. This is garnered by taking into consideration, the difficult and sheer competition in the existing market. Hence in this market research, how the successful competitors in the industry modernize themselves in form of the amenities provided and everything relevant is formed as the sole basis for the fabrication of this research. This market research is important since it is crucial to understand key growth factors in the travel and hospitality industry so as to dictate the changes in the growth of customer service and hence affecting the whole process for better growth Optimization. 
This research is also an opportunity to know and survey the room for improvement in this industry and to understand the loopholes due to which they miss the opportunities and how to counteract these challenges. This also provides a temporary and a firm platform for different brands so that they can benchmark their ideas for growth and mark future prospects. Also, researchers like these are very helpful in responding to the customer and tourists' feedback which address the needs of information transparency to the consumers and appreciating their opinions. Therefore, this plays a central role in the perception of hotels amongst the consumers and improves service levels, clients' needs addressed, and guest experience indirectly (Hoque, 2013). Hence, it is seen that in this research, appropriate Research philosophies and methodologies are used to put a quality market research into use. 
[bookmark: _Toc532252768][bookmark: _Toc2083821][bookmark: _Toc10923813]1.3 Why is it important?
There is an exemplary amount of market research conducted the hotel industry. And, despite their quality, they are concurrently needed at different time intervals due to rapid changes in the technological and political scenarios and their confluences on this particular industry. Also, market research is formed as some catalytic foundations for creating new hotel lines or revolutions. This example is shown in the Marriott International study conducted as one of their strategies in marketing research. This resulted in the creation of Hotel lines of Courtyard and Fairfield Inn, which have already cast their mark in the hotel industry. Regional marketing researchers are very important as this allows creating different service and design levels for different customer needs across the world. This expands the potential prospect of the market and this will identify the customers' key factors which make them willing to invest in a certain service or a product and may or may not lead them to buy an alternative service. Market researches like this would help to strategize the actions needed by the competitors in some areas which are otherwise neglected. Hence, this increases more investments and consequently generates more revenue. 
Another importance of undertaking case study of a significant competitor in the relevant industry is that it allows certain marketers and decision makers to understand the market shares of prominent giants in the industry and helps phone certain decisions by creating a transparent information channel about current customer base and market. The data can be collected as form of primary or secondary data according to the needs of the study which include sources of top travelers’ surveys, surveys of locations with most visited, studies on order status, new needs and shifts in tastes by sales records, invoices of different groups, sales patterns and key sales locations, and relevant customer complaint accounts with sales and demands studies. 

[bookmark: _Toc532252769][bookmark: _Toc2083822][bookmark: _Toc10923814]1.4 Focal point of the Research
The Rosewood Hotel in London is chosen as the center for this particular study. This would consist of studying the factors, which lead to its market leading position as one of the best hotels in the UK, its current overview study, the study of overall and global changes and its relevance to this particular hotel and further scope for improvements and consequent recommendations in strategies.
Rosewood London is actually one of the assets of Rosewood hotels and resorts group which is based in Dallas. It falls under the world's most Ultra luxurious Hotel brands, which exclusively has European property characteristics. Recently, Rosewood undertook rights over an Italian Resort and plans to grow in Paris and Edinburgh in immediate future. Their Ultra-luxury hotel chain has been a significant change maker in the contemporary sophistication and leisure in the UK capital. It is an ideal Centre for sightseeing and business since the major tourist attractions and conference centers are not far away. It houses ample restaurants and West End theatres wind and influence due to its extravagant location in High Holborn. Discussing the architecture of this hotel, the Rosewood London is an example of delicately built Edwardian Mansion. There has been a historical transformation from the Imperial-era office structures into a luxury hotel chain. The significant historical features like West banking halls and grand staircase alongside the grandiose of facades are still prominent. There is a unique feature of the Courtyard hosting of a food and living market every Sunday. Hence, this speaks of Recreation of the traditional environment that is an important strategy for a hotel chain. This hotel provides the largest amount of accommodation with 44 suites and 262 rooms. There is a reflection of British mansion rather than a hotel service, which makes it better accommodation for leisure, travel and gives it a unique flamboyance. The hotel offers scenic spas and walkways studded with softened bamboo walls and soft lighting structures. Facilities are widely available ranging from exclusive seven treatment rooms, unique saunas, and luxurious and high- class relaxation lounges. It provides a world-class facility of two different and yet excellent restaurants with the Holborn Dining Room and the Mirror Room, which are for different seating, cuisines and formalities and needs. There are some of the service issues which were gathered from various sources. These included pricey brunches, less transparency in cases of food services, the inadequacy of spas to accommodate all the guests and absence of a swimming pool. These issues, however, do not hinder in the overall exceptional experience provided by this Hotel.
The Rosewood Hotel in London has been observed to be carving financial success in terms of their ultra-luxurious designing of hotel rooms, redefined hospitality service, creation of iconic and attractive lounge facilities within their hotel premises. It can be seen that hotel in London has been able to entrench the customers with their quality services in all hospitality departments. The dedicated accommodation facilities, higher grade technological interferences for booking of rooms, transportation services to the guests and other complimentary services which allows for a additional brand presence of the company in contemporary luxury hotel industry. One of the prime factors, which make the hotel distinguished from other competitors of the market, is their strategy of rebranding as well as re-positioning of assets, which make them more entrenching in front of the customers. The management of the hotel works on closely with their team members allotted in every department of the hotel, which helps them to fulfill their financial objectives in a smooth way. This also renders the company to forecast revenue and expenses by adhering to their occupancy goals, marketing rates and other marketing initiatives. 
This study includes a formal study rather than a travel experiential based study to collect the general insights on how successful hotel chains survive in the competition. 
[bookmark: _Toc2083823][bookmark: _Toc532252770]How can a critical analysis of Rosewood hotel London create an insight into systems and process that impact employee performance services?
[bookmark: _Toc2083824][bookmark: _Toc10923815]1.5 Research Aims and Objectives:
The research aims and objectives were formed after the overview of the research purpose
1. To enumerate the impact of the external competitive environment on Rosewood hotel London
2. To measure customer satisfaction and overall success in form of the factors and degree of fulfillment of those factors
3. To conduct a study on technological streamlining in hotel management of the hotel undertaken in the case study
[bookmark: _Toc532252771][bookmark: _Toc2083825][bookmark: _Toc10923816]Chapter 02: LITERATURE REVIEW:
[bookmark: _Toc532252772][bookmark: _Toc2083826][bookmark: _Toc10923817]2.1 Contextual Overview:
The hotel industry has a rich history in the UK and it starts from way back in the 6th century BC when the first inns were developed in and around the city of London. There was the basic catering to the needs of travelers with simple roof and sometimes, food services. It is relatively a late development that it is seen as a profitable business field. This was prominently observed tell the industrial revolution changes in England. Alongside the Revolutionary ideas of progress, the sense of business was developed in areas including inn keeping. With the invention of the steam engine during that time, traveling was made accessible widely and people not only traveled for business but the leisure travel was now a pitch picture in the Traveling scenario. Now, hotels are not only for the basic needs but they provide much more than that. Those include personalized services and unique treatments of guests. Most hotels are inclined to provide a "home away from home" but there are few, which go beyond these conceptions. Hotels can be classified into different categories, which have a basis on their overall operational criteria, and a thematic experience that they offer. This depends on the type of accommodation, the location, services, facilities, and their clientele base. Some of the examples of these categories include Suite hotels, deluxe hotels, resort hotels, casino hotels and resident hotels etc (De Grosbois, 2012). 
When the organizational structure of a hotel is segmented on the basis of their functions and their significance, the main divisions in any general hotel on food and beverage division, accommodation division, security division, Marketing Division, housekeeping division, finance division, and HR management division. These are not strict divisions for the hotel to follow. Every hotel has a personalized legacy of how they operate and function so as to meet their own personalized and company's needs. This could be dependent upon the ownership such as the privately owned, or franchise managed ones. One of the major differentiating factors includes the amenities that they provide to counter the diversity in terms of the services and the products like conferences, food and other services (De Grosbois, 2012).
[bookmark: _Toc532252773][bookmark: _Toc2083827][bookmark: _Toc10923818]2.2 The contemporary review:
There have been certain reasons for the changes in the United Kingdom, which include the recent turbulence due to UK vote to leave the European Union, the most recent Scottish Independence referendum and the US elections and election of Donald Trump as the US President. But, despite these political and economic reforms and past flat performances, London continues to be the leader in the European Hotel market and its consequent transactions. In 2016, London hotels duly affected by incoming of new supply with declined their sales by about 1.4% over the whole year. But 2017 is marked to be one of the most significant years in the course of development in the UK hotel industry. The UK Government passed Article 50 in March 2017 officially secluded the United Kingdom from the European Union. The industry, in turn, has benefited from leisure travelers. Ironically, most of the visitors are from the European Union regions and therefore the hotels in the UK are particularly dependent on European Union labor force. The downfall of the value of the Sterling prompted an increase in food and beverage prices and also, the cost of imports is spiking due to renegotiation of customs. Talking about the statistics, UK has maintained its position as the top destination. 2016 was the seventh consecutive year for a record of 37.3 million overseas visitors (Öğüt, and OnurTaş, 2012). 
Data shown by ONS was observed to be showing that there was a spike of 4.5% in comparison to 2015 for the total number of Travelers to the UK. The estimation by IMF shows that UK has seen a growth in GDP with 1.8% upgrade in 2016. This fastest rate, which was experienced in the UK followed by a steady growth, is expected to Slow Down in 2017 due to the rising of inflation, business dealing investments and downfall in household spending powers (Hoque, 2013). Despite the negative figures shown in 2016, London hotels have portrayed their robustness by demonstrating increases in that supplies inconsequent healthy growth in most hotels segments and contributions to UK industry. 
[image: C:\Users\HP\Desktop\28994049.jpg]
Source: “Rosewood Hotels and Resorts”; Dev &Stroock, (2007)
The Rosewood Hotel in London being one of the most renowned luxury brand hotels in UK has continuously encrypted over their staff employment rate at highest level through motivation and boosting staff morale. It has been seen that in the recent years, the staff retention rate has increased phenomenally because of the good rewarding programs, performance appraisals and other employee motivation program. The number of staffs in Rosewood Hotel London applies to be more than 419 and the staffs at the hotel are seen to be quite happy in their way of being channelized for different tasks and functional movements with higher wages than any other sustaining competitors in the market. The recent scenario suggest that about 23% staff retention rate in 2016 has virtually been an outcome of enhanced customer satisfaction and due to the implementation of various rewards and incentives programs due to their apprising working activities for the respective hotel company. Rosewood hotel in London is having a revue position of more than £44.5 million in the year 2016 which is assertive of the fact that the hotel is probably doing excellent in terms of customer satisfaction through highest employee retention process.  The customer profile for the Rosewood hotel London is mainly the business classes and other higher class people of the society who invariably come and enjoy the deluxe hospitality services by the hotel for different purposes. The customer profile of the company makes them more particular to entrench such customers as they have to keep a close watch at the fulfillment of this customer’s comfort and professional needs to be satisfied at most crucial level. 

[bookmark: _Toc532252774][bookmark: _Toc2083828][bookmark: _Toc10923819]2.3 Market research in Hotel industry
The end at which the market research in the hotel industry must begin is the customer end, i.e. the overall experience of the customers. The research starts at two levels of Hotel property experience and the hotel restaurant experience if any brand of the restaurant is associated. These are further materialized in form of certain factors, which are then analyzed and compared. Also, another section of the research includes the researcher- based analysis of certain analytical and financial aspects of a particular hotel brand.
Overall, there are three research areas to be conducted for a complete market research. The first area includes brand health and equity-based research. This is important as it helps to have a contemporary overview of the brand's performance in the market. It expands to study of certain individual factors and properties so as to analyze their cumulative effect on the performance of the brand. The second section of this particular area of research includes the reputation study of the brand which mostly includes the heritage- strength study of the hotel in concern, across different customer segments of the brand. Also, it is important to study the driving factors of the brand heritage and what actually is sustaining it. 
The other significant area of research is satisfaction research. This area of study covers the entrenchment or loyalty levels of the existing customer base. It includes the enumeration of necessary steps of action to be taken for enhancing the current customer loyalty levels, if necessary (Padilla-Meléndez, and Garrido-Moreno, 2014). This measures indices for the satisfaction of customers and if there is a decline, this includes reasoning and sorting out of those attritions as suggested measures.
Another area of research includes Brand effort research. This studies the efforts and measures being taken in form of an integrated approach and process to sustain the brand and its outputs. This includes all the marketing tactics, strategies and all other inputs and studying their efficiencies in supporting brand equity and growth, and other long-term goals of the hotel.
Brand health assessment consists of brand health and equity research. The overall idea is to assess the brand in concern with internal and external intervening factors, in order for it to develop as a preferred hotel brand. Key factors gauged within this assessment include dimensions under brand health and brand equity (Munikrishnan, and Veerakumaran, 2012). Brand health consists of major factors as brand salience, its perceptions and its extent of brand bonding. Brand perceptions include property or Hotel rating and service ratings. The extent of brand bonding includes disposition to brand, entrenchment on the loyalty of customers and image formed of the hotel. Disposition to Brand loosely covers the habits and inclinations of loyal customers for the hotel and assessing them for future marketing. Brand equity consists of factors of brand imagery, associations, and values, decoding of brand perceptions via listing and analyzing strengths and weaknesses and studying differentiators which set it apart. Brand bonding factor includes the quality of it in personal relevance and esteem with unique differentiation. For the relative importance of all these factors, it is mandatory to assess how the hotel is faring on these indices-factors before and after any marketing strategy. This would result in the categorization of these indices based on their relative importance in improving the brand's performance.
The brand's salience and brand perceptions in form of hotel rating and service ratings are assessed in form of questionnaire types of spontaneous recall, top of Mind recall, aided recall, spontaneous ad recall and aided ad recall. This would generate the quality of imagery formed in customers' perceptions. Hotel in service ratings and rating of hotel and its sub-unit properties and services with Expectations in reach and availability of service or hotel, perceived quality, overall experience, price justification and feasibility, service reliability, staff ratings, their communication skills and ethics, responsiveness, expertise in the domain, courtesy and exemplary empathy(Wang, and Hung, 2015). Other domain to be assessed includes overall disposition to the hotel versus other competing hotels which includes the relative benchmarking factors of the percentage of adorers, adopters, acceptors, available seekers and rejecters of the hotel in concern.
The extent of loyalty is assessed with respect to the percentage of customers who will always choose the hotel to visit, and customers who don't have a loyal disposition to the hotel brand and can choose the competing brand if the competition tends towards the competing brand.
Imagery connects to the strength of association of the brand with parameters of competition like descriptions of authentic, iconic, discerning, perfectionist or Heritage abiding, etc. These factors of salience, perception rating, and brand bonding parameters will result in an overall position of the brand with respect to competing hotels. This also indicates the areas where the brand needs improvement.
Equity research is one of the methods to yield the overall value of the brand and equity of separate properties (Campiranon, and Scott, 2014). It consists of exploring the strength of values and their associations with the articulated factors of associations, recording of strengths weaknesses and differentiating factors, and value of the brand and the quality of customer and brand bonding. The main factors of brand values and the quality of bonding are helped by the usage of brand essence wheel. The brand essence wheel consist of basically 4 questions which cover the aspects of the brand with respect to other competing brands and gives a picture of rational Esteem and emotional empathy with the Hotel brand and this can further be used to develop the core of marketing and other initiatives. The four factors include the service provided by the hotel, description of the hotel by the customers, the prestigious outlook of the hotel and the experience given by the hotel. The target audience consists of the individual segment and corporate segment across Luxury, premium, mid-market and value categories. These include business travelers, leisure travelers, business cum leisure travelers, and enterprise businessmen respectively. 
According to Dabestani et al., (2016), it has been determined that employee performance reviews are important part for tailoring on professional goals of the employees. In hotel industry, the employment performance are depicted to be forcing on a positive phenomenon for employees and employers as they can exert upon more fruitful opportunity to induce in to their business competitiveness through achieving those goals. Rosewood Hotel in London has been identified to be carrying on useful performance appraisals program in both short and long term phenomenon which helps the overall employees and employers to get directed feedback and enhance the morale of the employees in terms of their exaggerating performance in rendering of effective services. It can be seen that in the recent years, keeping a steady supervising over employee performance and rewarding employees according to their best of performance has enabled more employee engagement and thereby increasing job satisfaction and team work attitude among the employees. The employees of the hotel are enacted to have more customer service feedback program in every department so that they can effectively review employment performance in the overall hotel sector. Providing quality service to customers is one of the prior services incurred by hotel industry. The importance of service quality has been analyzed through ServqualModel, which finds on a basic comparison between service quality and customer’s demands. The model has been asserted to be denoting significance of discernment of customers about service characteristics. The service quality is measured by five core components like tangibility, reliability, assurance, responsiveness and empathy. Mohamad et al., (2017), has identified that a hotel which is equipped with good physical attributes like luxurious lounges, luxurious hospitality services by staffs and have attractive hotel accommodation and sterling appearance features creates more customer satisfaction for a customer seeking for comfort while staying a luxurious hotel. The main basis of the customer satisfaction is depended upon the hotel’s ability to perform dependable and accurate service to the customers among its competitors. One of the major implications of the model is that they provide a strong assurance to the customers about work attitude of the staff and the management’s actions make customers guarantee of staff’s confidence and trustworthiness (Stefano et al. 2015).
Satisfaction research studies are done to ascertain the current satisfaction scope of key customers with respect to competing firms. A General 5 star hotel brand covers two stakeholders or customer types. The first factor to be studied is guest satisfaction and the other one is employee satisfaction. Under guest satisfaction, the parameters which are studied or overall satisfaction with the brand, overall loyalty given to the hotel brand, overall customer experience at the hotel, and overall positive word of mouth and repeated business. Under employee satisfaction, parameters of overall satisfaction with the company, overall satisfaction with individual work dimensions, decoding of satisfaction levels, and the reasons for employee attrition and their loyalty are studied.
[image: C:\Users\Nabarupa\Desktop\download (1).png]Expanding these factors, overall satisfaction rating consists of decoding of dimensions of satisfaction with the brand, individual properties of Hotel visited, facilities across the properties used, staff across properties and perceived service levels(Lin, and Fu, 2012). The overall satisfaction with the hotel and its properties include dimensions of image, location, the expanse and its landscape, room options, ambiance facilities of the restaurant, food, business centers, gym, security, travel facilities, and Decor. The overall key outputs of satisfaction research are relative to overall satisfaction index and distribution, loyalty levels, the loyalty drivers' study, and satisfaction drivers with their ratings. One on one approach with the structured quantitative methodology interviews the target audience.
Employee satisfaction research is very important in order to survey and assess the internal customers and overall ratings. This requires assessment of satisfaction with respect to the dimensions of overall employability rating by the employer, overall satisfaction with working for the Hotel, Satisfaction with respect to dimensions of role definition and clarity, work environment, day to day working experience, interaction with peers or superiors, growth opportunities, remuneration, etc (Mohamed, 2015). Regarding employee satisfaction and motivation, Herzberg’s motivation theory is an important one to consider. According to Herzberg’s Motivators and Hygiene Factors, it can be emancipated that there are several factors like recognition, achievement, work interest, responsiveness, achievement and growth of employees; which anticipate to the satisfaction and dissatisfaction of employees in workplace. The hygiene factors asserted by the model indicate of pay scale, administrative policies of company, working ambience, job security and inter-personal relations. According to Yeboah, &Abdulai, (2016), it can be underpinned that the hygiene factors proposed by Herzberg can seriously affect the job satisfaction of the employees while performing their best towards the entailed organization they have been involved with. Employees working within a hotel industry are identified to be stressed with 24 hours service type, which persists within this industry. Therefore it is crucial that the employees working within a particular hotel is accompanied by recognition and appraisal of their works so that they can remain motivated towards job role as well as they can pose more interest towards their work. In terms of hygiene factors by Herzberg, it has been observed that employees working under a hospitality sector like any other sector resents for higher wage along with many other fringe benefits so that it can depict productive work culture (Hur, 2018). The necessity of upholding astounding inter-personal relation between the employees is another major need in hotel industry, which provides the employees with greater job security in their relevant sector. 
[image: C:\Users\Nabarupa\Desktop\download.jpg]On the other theoretical perception over employee McClelland’s Theory of Needs has also suggested motivation. The theory suggests for breaking down of motivation process on what and how the needs of the employees are fulfilled. The theory surrounds three major aspects for motivation like achievement, power and affiliation. The need of achievement suggests for employees desire to accept as well as accomplish challenging group tasks. Lee, & Kim, (2017), have observed that in hospitality sector, employees are mainly characterized by setting of individual or team goals which sets up their performance standards. 
Moreover in UK, it has been identified that most of the job seekers in hotel industry adhere for better compensation and rewards while working in luxurious hotel groups by basing over their job performances. This resents for the fact that employees working under a hotel industry seeks for an open, rewarding and creative atmosphere through which they can achieve their individual achievement needs. The second factor resents for need for power where the employees working within an organization resents for greater influencing power and leading attributes towards others. In a hospitality sector, it can be observed that the staffs exert upon personalized power so that they can put a control over their jobs and leading their subordinates according to the demands of the customers being fulfilled (Osemeke, &Adegboyega, 2017). The third aspect of McClelland’s model is the need of affiliation, which suggests that a staff seeks for maintaining good relationship with his group members for establishing positive relation. For staffs working in hospitality sector, this aspect is a useful means for them to sustain in the industry for a longer period of time. 
[bookmark: _Toc10923820][bookmark: _GoBack]2.4 The impacts related to external competitive environment within the Rosewood hotel London:
According to Pritwani (2019), it has been stated within the article the external factors are much essential for making a competitive environment within the Rosewood hotel London. This part of the assessment helps in describing about the proper description of obtained information along with comparing the different competition by implementing innovative and unique ways for leading the business firm enormously. This allows in maintaining a strategic relationship for determining the competition within the overall marketplace. The external competitive environment helps in gathering different information’s along with converting different intelligent factor along with utilizing various decision making factor within the management system (Pritwani, 2019). This external factor promotes many opportunities as well as threats for promoting various competitive advantages. Apart from this, the main objective is to analyze and understand the competitor’s structures and capabilities within the company.
The report includes different strategic analysis the competition within the Rosewood hotel London is PESTEL analysis model, SWOT analysis and Porters 5 model.
According to Sikdar (2017), the PESTEL analysis model of Rosewood hotel London has been described below. The pestle includes political factor, economic factor, social factor, technological factor, environmental factor and legal factors. Through anticipation of the PESTEL framework, it will help to understand that how the various macro-economic forces of the UK’s travel and tourism sector have vehemently created an impact over the systems and process of the Rosewood Hotel. One of the advantages of using this tool is that it can help in transforming better insights about the various political, economical, social, technological trends positively influencing the employee performance activities within Rosewood Hotel. On the other hand, the model also comes up with certain disadvantages like no individual country’s political and economical factors are constant as well as the lifestyle activities of the consumers denoting the social factor within this tool also changes with contemporary rapid changing customer preferences. Therefore, it can pose certain limitations to the researcher’s contemplation for understanding the macro environmental affecting hotel industry considering these points.
[bookmark: _Toc10923821]PESTEL ANALYSIS MODEL:
Political factor:
Government performs an essential part within this strategy along with setting different laws. Rosewood hotel London should synchronize and campaign these modifications carefully with the help of political factors.It has succeeded in promoting huge rates of revenues along with increasing the investment on different testing and production within the hotel. This also includes regulatory practices for managing and regulating the various sectors within the hotel along with increasing the regulatory scrutiny. This helps in increasing the customer profitability factor as well as helps in promoting better corporate goals respectively. The political environment of UK assert for determining a good stable environment for the employees of Rosewood Hotel London to perform their duties which directly links to the overall success of the institution while contemplating to higher customer satisfaction level (Mak, & Chang, 2019). On the other hand, the various types of rules and governmental policies by the UK government ascertains for a positive environment of operation for Rosewood Hotel London which can be denoted as a positive factor for encroaching profits in the particular sector. 

Economic factor:
This helps in increasing the currency-related market reforms that can assist Rosewood hotel to further invest in distinct areas.This allows in accessing different dynamic economic markets and simple accessibility related to the capital market liquidity helps in growing the business further across the marketplace. This helps in enhancing the government expenditure along with increasing different investments and by increasing disposable rate of income (Sikdar, 2017). Similarly this helps in increasing the customer’s profitable factor by improving the different investments plans for continuing a long term business. The economic factors like GDP growth in UK, which is over 10% in the year 2018 accounts to be contributing heavily over the travel and tourism sector of UK. The amplification of the greater job supportive nature of UK’s economy, it can be a positive factor for the Rosewood Hotel London due to the emancipation of adequate labour force will be seeking for jobs in this particular sector (Phillips, &Moutinho, 2018). On the other hand, the rising concern for Brexit is a major economic issue for the travel and tourism sector as it has been directly affecting the currency movements in the Hotel industry. From this point of view, it can be entailed that the financial investment for enhancing the systems and process within the Rosewood hotel can be heavily hampered and thereby decreasing their overall competitive rate. 
Social factor:
This helps in increasing the attitude towards the safety and health related factors of the customers. This helps in increasing the profitability and allowing increasing the life time value of the Rosewood hotel London. This helps in enhancing the brand value of the company along with understanding the norms and attitudes of the society for allowing better customer facilities. This also helps in increasing different investments related to the public’s demand. There have been continuous changes in the consumer preferences regarding their modes of choosing an accommodation service or travelling mediums. From this point of view, it can be identified that Rosewood Hotel London can face continuous challenges in terms of understanding the consumer demands and preferences and align or modify their service in respect to the current trends and lifestyles of the UK society. 
Technological factor:
The current technological market of UK entrenches the fact that there has been modernization of customer service in the current UK travel and tourism market. IN this respect, it can be identified that Rosewood Hotel of London can face significant challenges if they are not upgraded to the modern technological equipment usage for enhancing their customer service level and thereby entrenching the customer satisfaction level in the respective industrial sector. Moreover, the use of AI and various third parties for money transaction of the customers in hotel industry is frequently used. However, it has represented for a great advantage in the customer service level in hotel industry, but often there has been concerns regarding customer data security systems being hacked (Arif, &Hossin, 2016). Therefore, for Rosewood Hotel, it has to be of prior concern that they keep themselves upgraded to these challenges while ensuring their customer service being upgraded with the hands of technology. This helps in promoting better cost and timing efficiencies within the organization. This promotes many developments along with accessing the department of the marketing as well as sales departments. This allows in reducing the cost related to the production by enhancing greater market share respectively. 
Environmental factor:
This helps in governing the waste management within urban area across the marketplace. The government bodies are promoting different subsidies along with investing different renewable sources. This also promotes better and enhanced standards that helps in enhancing the developing the business enormously. Keeping this in mind about the different government initiatives in UK for restoring the heritage of the various historical places, carbon emission standards, Rosewood Hotel has to ensure the fact that they can keep a close watch over the accommodation and travelling tourists for ensuring the legal heritage of the place. This can help the Rosewood Hotel to create a unique brand image itself in the respective indusial sector. 
Legal factor:
The legal protection are mainly required for the protecting the intellectual properties. This promotes different health and safety norms and different data protection laws that helps in understanding the business along with understanding the needs and requirements of the customers related to the business firm (Nurmi, 2018). Rosewood Hotel London ensures the fact that they keep fair and transparent employee recruitment and also comply with the Employment Law of the UK against employee discrimination, wage distribution, hours of working and other healthy and safety regulations. This can justify for a higher productivity of the Rosewood in terms of their workforce culture and thereby retaining customer satisfaction level at the fullest.
[bookmark: _Toc10923822]SWOT ANALYSIS MODEL:
According to Anderson (2018) the SWOT analysis has been described within the box bellow.
	Strengths
	weakness

	Strong portfolio of property for accommodation for diversified tourist range helps in promoting flexibility for enhancing better culture within the Rosewood hotel London.
Rosewood Hotel has entrenched upon successful loyalty programs for the customers, which has transmitted for positive brand equity built up among the customers base in London. 
	 Rosewood Hotel recalls for their brand recognition process to be somehow low than its competitors, which affects their customer loyalty, level to be low in contemporary market place (Phadermrod, 2019). 
Rosewood Hotel has fewer rooms availability in luxury rooms accommodation process for the customers in the luxurious hotel market of UK. This has deciphered for lesser customer satisfaction level in the contemporary period. 

	Opportunities
	Threats

	 Rosewood Hotel is contemplating on brand corporate strategy through enacting upon customer loyalty and reward programs (Anderson, 2018). This has helped the Rosewood Hotel to increase their base of promoting their brand identity in front of the customers. They created values for the people by allowing various discounts and advantages for the customers. This factor helps in enhancing the rate of profitability within the business firm positively.
	High threat for luxury based hotels like Rosewood London due to the presence of numerous luxurious brands like Hilton Groups etc. The percentage of property growth in UK’s hotel industry is also high which represent for extreme competitive threat for Rosewood Hotel (Lin, 2016). This makes the competition much stronger because there are other international famous brands are present in London. These threats many times helps in eliminating the uniqueness within the company. This factor directly affects the management system and the employees.



[bookmark: _Toc10923823]PORTER’S 5 FORCES MODEL:
According to Marci (2018), the porter’s 5 forces model helps in enhancing the competition of Rosewood hotel London enormously within the marketplace accordingly. The 5 forces model includes competitive rivalry, bargaining power of suppliers, bargaining power of customers, threats of new entrants and threats of substitute products and services. The advantages of using Porter’s five force model is that they engulfs for mapping the competition present in the industrial sector as well as make the research well acknowledge about the operational movements to be smooth or not in the contemporary operational movement of a country. The model also comes up certain disadvantages like it is only constrained to analysis of some limited factors and therefore determining the fact that no industrial analysis is perfectly fit for the researched company. 
Competitive rivalry:
For Rosewood Hotel, the competition is high as it can be seen that there are major competitors in the industrial hotel market of UK like Hilton Groups, Marriot, Ritz-Carlton etc. All these hotel depicts for a higher margin of competitive rivalry in terms of the services they render to the customers. Similarly, when the sector is increasing and the customers can readily move for providing a competitor at low price within the company.
Bargaining power of suppliers:
The bargaining power of suppliers for Rosewood Hotel is low as it can be identified that the suppliers lack in providing uniqueness in the product content due to the large amount of supplies being made within the Rosewood Hotel. This deciphers for low switching costs for the hotel wit the suppliers and thereby providing a competitive ground for the Rosewood Hotel (Heaton, 2018).
Bargaining power of customers:
The buyers in the hotel industry of the UK for Rosewood Hotel have higher bargaining power due to the enactment of plenty of luxurious hotels being present within the UK. The demands of the buyers being a lot, most of the luxurious hotels in UK quench for affordable price listing for the consumers which make the consumers to seek for higher opportunity for buying from these hotels. 
Threats of new entrants:
The threat of new entrants is less as they define for heavy investment to be incurred upon for building a luxurious chain of hotels in UK. Therefore, for Rosewood Hotel, it can be identified that the probability for new entrants posing threat is low in hotel industry of the UK. The threats are mainly affecting the cost factor along with accessing different inputs within the scales of economy in a well and organized manner. This enables the risk factor within the Rosewood hotel London along with affecting the business rate.
 Threats of substitute products and services:
The threat of substitute products are high as it can be seen that with the up-gradation of the industrial sector of hotel market in UK, there has been more conformity for online e-commerce sites to be more inclined to the provision of booking and other payment facilities for accommodation services. Under this circumstance, it can be identified that Rosewood hotel in London can face high threat from the online booking services which can indirectly hamper their customer loyalty level for the particular hotel. This helps is comparing the quality and prices within the overall business. This also helps in enhancing the profit factors related to the earnings of the competitors. This promotes long term change within the business firm across the market place (Donato, 2019).  
[bookmark: _Toc532252775][bookmark: _Toc2083829][bookmark: _Toc10923824]2.5 Key Success factors for a Hotel
There is a cut-throat competition in the hotel industry and therefore in today's environment, where consumers are themselves, their booking agents and are informed with all necessary information like reviews and prices, the success of a hotel depends on many key factors which are changing due to modernization. But, there are some basic factors which are suitable to define the success rate of a particular hotel in the hotel industry. The factors are segregated on the basis of their nature or their functioning (Sarmaniotis, Assimakopoulos, and Papaioannou, 2013). The business risk assessment and financial risk assessment of a particular hotel is very important to assess its success factors on an analytical level.
The business risk assessment includes four factors of market position, diversification, market capability and operating management. In the market position analysis, comprehensive assessments are conducted on a company's image and its reputation in the hotel industry. Every element of the hotel like the targeted customers, the location of the hotel and the type of services which are offered for different target market categories, are assessed. At the individual level, due to the industry is highly competitive, the competitive advantage or its uniqueness as a Luxury or mid-price or Economy Hotel is also considered as a major factor to determine its pricing flexibilities. The diversification assessment covers the different profiles of the guests and their types with their countries of origin. This assessment includes the relative and relevant services offered in the hotel, and the number of hotels which are in operation with their respective locations, and this is very important since a certain diversification level is mandatory to maintain a constant business and cash flow through the times of holiday seasons and economic cycles which is due to affect the business cyclicality (Chen, 2013). This is also profitable in the times of conditions of low conducive safety in the country or in the region of the hotel. The marketing capability factor consists of analysis covering the efficiency of marketing activities of the hotel, which include promotional activities and Advertising to direct the targeted customers, the networking with travel agents, wholesale suppliers and the banks to result in the selling of hotel rooms and services. A hotel chain also benefits from a global marketing due to its franchise nature and other promotional activities so that the customers worldwide have a positive imagery of the quality of the hotel and thus this increases the bookings of the rooms of the hotel, on an overall global level. One of the methods to encourage the nature of customer loyalty with a Hotel chain is the membership program, which benefits the customers with lower room rate and other reward points for the servicing. The operating management analysis consists of assessing the hotel's operating cost efficiency and the overall quality of the hotel, which is perceived by their customers. To maintain customer loyalty, the hotel must meet their guests' expectancy levels and serve beyond them. In this analysis operating margins are also measured with respect to the competing Hotel firms via EBIT and EBITDA (Rahimi, 2017). The overall operating efficiency is also assessed in the whole operating management coverage. 
Financial Risk assessment is done with four factors in the outlook, financial policy, capital structure, cash flow protection liquidity and financial flexibility. The analysis of financial policy consists of Management philosophy review, tactics and strategy practiced and policies towards financial risk in past, present, and future. It also consists of management financial targets and the examinations of growth, leverage, and Debt structure and dividend policy. Also, the policies regarding the reduction of the company's financial risk alongside hedging are also assessed. A track of the company's efforts to fulfill the past financial obligations is also done to determine their commitment levels and willingness on a timely basis. The analysis of the capital structure consists of the company's past present and future leverage examination and the projected leverage includes total Debt Respective to equity and EBITDA. This analysis consists of Debt structures, revenue systems and the revenue composition of the hotel company. Liabilities management is also reviewed constantly. The analysis of cash flow protection and liquidity includes reviews of the company's cash flow generation and their abilities to meet their long term and short term financial goals and obligations. Their debt servicing ability level is measured by the company's interest and debt coverage ratio (Mirza, Pourzolfaghar, and Shahnazari, 2013). The liquidity and its degree are measured in their ability to fulfill the short-term liabilities and obligations with their sources of cash. And finally the sources of cash on measured, which include estimated cash from operations, total revenue, cash balance, unused credit facilities, and other sources of cash. Capital expenditure other than short-term liabilities is also assessed for the degree of liquidity. The financial flexibility aspect is measured and analyzed by combined evaluations of the financial measures of the financial risk assessment and having an overall and general view of companies financial position, success rate, and health. The Other minor factors which are not covered in the other three factors, such as restrictive covenants in Bond agreement, parental linkage support, other support and patronages, and insurance coverage are covered. Also, evaluation of various adverse scenarios with the ability of the company or the hotel to deal with this, in form of obligations and contingency plans are also analyzed. Shareholder commitment and support are also measured. Managing costs can be regarded as another key factor for determining the success of the hotel industry. It can be seen that denomination of rates in various seasons of the year act as a critical success factor for the hotel industry. This is mainly because the hotel industry contemplating for keeping variation in accommodation rates with inclusion of other hospitality facilities along with that act as a good strategic move for providing their customers with facility at cheaper rate and at the same time allowing for more visitors to come to their arena for acquiring greater profit margins than anticipated during off-seasons. In some cases, Wang, and Hung, (2015), that hotels in contemporary world establishing loyalty programs act as a successful factor for keeping lower rates and consequently deriving maximum revenue collection than their competitors, have identified it. The balancing of balanced wages cost of complimentary food, beverages and other maintenance costs also act as key success factor for the hotel industry for maintaining an uplifted profit or revenue margin for the particular hotel company. It can be seen that hotels, which have appeared for more balanced wages are subjugated for earning more, profits due to adherence of labor efficiency with steady customer satisfaction. 
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Source: “An examination of hotel labor cost”; Mandelbaum, (2016)

[bookmark: _Toc532252776][bookmark: _Toc2083830][bookmark: _Toc10923825]2.6 Summarized key factors for success in the hotel industry:
There are three categorizations of the key factors, which have been identified in the literature review. The three groups are Financial, Management and generic key factors. The financial factors include all those factors, which are connected to the financial analysis of the hotel, and relates to investments, financial structure, debt structure, revenue structure, and their results. Management factors relate to all the systems that companies resort to, in order to gain maximum performance in the industry and to manage themselves in an efficient way. These include aspects that define the hotel sector like the yield and its management. The generic factors are factors, which are minor, but significant in defining the condition of a hotel's operating efficiency in the long run, in the industry (Dabestani, Shahin, Saljoughian, and Shirouyehzad, 2016). Therefore, the factors, which will be considered in the study, with respect to the literature reviewed, are indebtedness, the size of finance including assets, revenue, sales, employees, etc; margin and asset turnover and operating leverage. The management factors include those of a property management system, quality management system, human resource management system, environmental management system, corporate social responsibility, and yield management. Generic aspects include those of longevity and location and position of the hotel in concern.
Indebtedness regards with the company’s inability to source their financial needs in form of difficulties faced in accessing them. Large businesses have more ease than their small and medium- built counterparts and therefore are more relaxed in form of guarantees, may it be personal or extra. But the size of the hotel property is ultimately unquestionable when the power of negotiation comes into the picture, as a tool used by microenterprises and small businesses to condition their access to funding (Tajeddini, and Trueman, 2012).  Also, the profitability of a company greatly varies the indebtedness ratio of the company, majorly overtime basis. As the profitability increases, the hotel can use their internal wealth generation as a financial source to fund for their new investments and related projects. The persistence of profitability also decreases the indebtedness of the hotel in long run. The financing decisions which vary from type of hotel to another include differences bearing on informational opacity between managers and the investors, risk level, solvency costs, diversification of owner's asset portfolio, etc. Exploring the subject of the size of the company, it has been found from different sources, that there is no clear relationship between the size and success of the company. It is shown by studies, that size of a company affects the persistence of profitability of the company. But, another kind of contemporary study shows that the persistence depends on the type of hotel or the whole sector type. Therefore, economic profitability depends more on the sector of the organization than that of the size. For determination of size, aspects of influence must be considered. Those include assets, sales, and the number of employees. 
Technology in the hotel industry has always followed to be a main criterion for advancing in rapid rate regarding their operational and functional movement. The inclusion of software in the management system of the hotel like “site minder “can definitely find on a new way to discover the capability of the hotel company in terms of their operational movements for customers satisfaction as well as enacting a good ROI for the company. Site Minder has been identified as one of the leading cloud platform for all size of hotels spread across all parts of the world. The software purposefully adheres on to an “all-in-one hotel management technology solution” through which from which a particular hotel can streamline all their functional movements and more importantly improvise their traditional approaches. Truong, (2014), has observed that technology like SiteMinder helps the hotel in terms of room booking through online modes and thereby improving their time efficacy as well as administrative process in a simpler way. Besides SiteMinder, it can be observed that some of the best hotel chains also use Gracesoft software for the purpose of easy dashboard inn keeping services like front desk operations, data securing and selecting n various reservation entry systems so that they can fit types of property requirements in an accessible way. Through using this software, it has been found that the management of the hotel can easily provide information about hotel amenities for booking attractiveness and market orientation of the respected hotel. But the Gracesoft software somehow proves to be a costly package for the hotels in providing these inn-keeping services. Another, important software which is used by the hotel industry after the successful brand like Oracle is eZeeFrontdesk which provides for a 24 hours live supporting system for the organizational team to resolve any issues in the systems. Diversified features of the software make the operational movement of the hotel applying it into a simpler form (Rahimi, 2017). In many cases, it has been observed that in spite of driving operational features, eZeeFrontdesk lacks in process of customization due to some technical glitches and also budget of adhering to such software is another prime reason for hotels to be avoiding this software usage. There are also technological advancements in hotel industry like smart trolley systems, automated check in and checkout systems, digitized keys for rooms and chatbots and robotics. 
Economic profitability, in turn, is determined by two variables of Margin and asset turnover (Pereira-Moliner et al., 2012). While the margin is highly gainful for a company, but the asset turnover must be maintained equal to or over the normal turnover rate, or rotation. With some examples, the hotels operate with high profitability, capital intensity and therefore, great margins but lower turnovers. In some other examples, organizations were found which made up for the low margins with higher rates of asset turnovers. Overall, the best strategies go in favor of optimizing the margins, while maintaining an average turnover rate. Though, margins are the parameters to decide the success amount, the success rate and risk factors are handled significantly by turnover rate. Low turnover rates can lower the ROI, and consequently margins too. Over a period of long-term, it is seen that low turnover rate generally decreases the sale and further investment prospects.
Operating leverage is generally seen in operations where fixed costs are predominant. It happens when the company suffers more loss at the downfall of a certain percentage of sales, than that of the proportion of the operating profits. This is the leverage effect exercised by the fixed costs of the property and the working operations. They are analytically defined as certain percent variation of operating profits (EBIT), with respect to a certain percentage of change in sales. Operating leverage increases, when there is a higher level of activity for certain structure of management and fixed costs or expenses is substantial since this increases profit margin more than the costs expended. The changes in the management or external activities, not only changes the sales or commercial scenarios but also changes the fixed costs and their values. (Wang, 2013)The hotel industry is prevalent to the significance of operational leverage, that is, there is a significant impact of fixed costs on the business results in the hotel industry. The cost structure of a hotel in the industry has numerous fixed costs in form of leases too; therefore, there is an important need to know the threshold profitability. Hence, in order to know this, there is a need to calculate the level of sales after which the profits start. The hotel in this study has to be studied on the sales level in order to reach its profitability and the leverage offered. Studying relationships between cost structure, sales volume, and company’s profit numbers does the analytical study of this. The fixed costs must be careful with; do not leave the fixed costs of buildings and properties out with the employees' salaries, since these do not change over long-term (Xu, and Chan, 2013). 
Hotel establishments may fall into different categories of hotel establishment management types, which depends on the type of property. The management contract is a management agreement between the management company and the hotel owning company for the former one to operate and manage the hotel. Leasing contract is an agreement between the two for the granting of a lease of the business to the management company alongside the property. The franchise contract is defined as an agreement between the hotel's management company and an external organization for allowing the latter to market their products or services in return of some financial compensation. Own management is the type where the company decides to manage the hotel directly, without any operators or managers. The type of business or management adopted depends on the owner and investors' risk capacity. Model recommended can be decided over the hotel location, its structure and other interests of the hotel management, alongside the type of hotel establishment. Also, if a relevant hotel organizational and managerial hotel type is chosen, it leads to more economic profitability. The hotels with larger property and impact or brand name should be privatized whereas small ones must be franchised or rented. Also, if there is a difficulty seen in the investors' finding and therefore flourishing of chains, it is recommended that large establishments must be integrated or affiliated with. This distributes ownership rights over key assets of service production with a sense of experience, and this leads to low chances of downfall. Hence, the choice of organizational model depends largely on coordination costs, difficulties in transferring resources, large management handling capacities, assets, and their specificities, and average control costs of the hotel, etc. For example, larger brands are handles by brands so that there is a low chance of downfalls due to low- experienced other owners or an operator in the market and it also enhances the image of these establishments. It was seen in 2016, that 76% of three and five-star hotels in Europe were run by private investors (Molina-Azorín et al., 2015).
There is a rising need to incorporate quality management in the hotel industry since only 17% of hotels in the UK are certified (Munikrishnan, and Veerakumaran, 2012). The standards of ISO 9001 are important to mandate. This standard, which is internationally applicable, is defined as a set of activities, which an organization must adapt to control the business, what quality. There are certain quality objectives and equality policy in the system. The other parts include those of planning, assurance, control, and improvement of quality. It is an integral part of the whole management system in order to lead the organization in relation to quality. Certain standards, which are apart from the ISO 9001, include the hotels and tourist department standards and service provision standards. There are many benefits for this aspect of Management, which includes positive effects on employee management which can be the benchmark with the factors of staff turnover, staff retention, enthusiasm, cooperation and communication, and the operating factors are service quality and customer satisfaction. This renews hotel image according to targeted imagery and also consequently improve financial results. Certified hotel chains are evidenced to be better than those of uncertified hotels in terms of income per room, total revenue generated and the overall income. Quality related news has a greater effect on the investors, and potential consumers' expectations (Lin, and Fu, 2012). 
The quality of tourism related to a hotel depends on many internal and external factors, but the tourist always measures it on a global scale, and therefore it is very important to make the overall tourist imagery of quality. The quality of tourist destination is determined by the quality experience of the visitors and therefore this factor is seen as the most profitable and therefore most competitive. the positive effects of implementing the standard in the operational activities of the hotel or seen as increased revenue, improved market share, enhanced relations with suppliers, low-cost meeting of deadlines, improved satisfaction, the better participation of employees and lower absenteeism of them.
An excellent hotel that wishes to grow has to implement according to the European Union's social corporate responsibility Green book. Also, in the present era, society has become more self-aware and demanding that the hotels and all the companies must be respectful of the environment and must act sustainably. For this, it is required that the certifications are gathered by international standards of ISO 14001 and buy independent companies of privilege. EMAS or Eco-management and Audit scheme (Mohamed, 2015) are to be required for a European level recognition. Therefore, it has become necessary to decrease the consumption of resources and waste and other emotions, and reduce waste disposal expenditures at an overall rate. David actions have a direct impact on investment reduction and profitability improvement. Quality and environmental certification may seem to be hard to be sought due to different levels of interests. But, it has been shown that synergies can be derived from the similarities and differences between these two systems.  
Corporate social responsibility is the account of the impacts of the hotel's business activities and operational activities on their customers, employees, local communities, environment, shareholders and the society in general. Social, labor, environment and Human Rights matters are very important to comply with and there must be an undertaking to enhance the employees' life quality and their communities with society's welfare in mind. This way, the aim to strengthen their social responsibility becomes an investment for the future and increases profitability due to their commitment. Share prices and financial benefits of also largely affected by the social and environmental control lists of the businesses, these days. The CSR strategy must be integrated with the management strategies of the hotel chain and must be incorporated into service creation (Rahimi, 2017). 
Yield management is also known as revenue management and it is defined as a business philosophy which can be conquered as the art of selling the right room tour right potential customer with the setting of the right time and the right price. Through adequate information and knowledge of real management, practices and strategies can be derived and can obtain maximum profit for the customers as well as the company in the long-term. This requires the adoption of different statistical models in order to analyze different parameters and channel new marketing strategies with an analytical management to optimize overall profitability. For a hotel, the relationship between the pricing per unit of inventory or a room and the performance of the hotel in the allocation of customers is managed in this. Overall, this strategy is important which combines demand management and the capacity management in hotels. The status of the hotel Occupancy according to the seasons and other factors must be assessed continuously in order to set the prices of the rooms according to the service marketing and thus marketing strategies of Hotel service with an expiration date can be implemented. The reservations must be projected, with the competition and online queries, in order to establish a sales price with correct inheritance. Innovative kind of strategies that can be executed in the hotel sector with the income management can be implemented with maximizing the management of a temporary asset by defining the price and expiration date (Rahimi, 2017). Also, maximization of inventory management can be obtained for the rooms, by sales strategy which is based on analysis of competition and the product. There are many characteristic factors of yield management which include fixed capacity and the relativity of it, temporary inventory, low variable costs, and high fixed costs, predicting of segmentation of sector, price differentiation possibilities, and variable demand possibilities. the benefits of higher management on the basis of economic profitability and better management with better relationships with customers, greater staff motivation and better decisions. There must be an analysis of more profitable customers over the profits from a particular strategy.
Only 38% of small companies and 50% of large companies survive beyond seven years, therefore, longevity factor is an important factor to analyze for the hotel sector. It is a non-intermittent period of time during which a company performs. It is important to study the mortality rate of Hotel companies and the percentage of Companies which maintain their activity over a period of time. Via the European Union, it was found out that the survival rate is calculated as maximum if the hotel company maintains over a period of three years. It is generally seen that large companies are Greater longevity are having more economic profitability levels as compared to small and very small companies.
Location or the position of a hotel is a very important factor in deciding the impact of the hotel on the environment and the gathering of tourism resources. The location of the hotel, whether the beach or near the airports of the city, is decided by the management and funding strategy of the hotel. Therefore, there is a necessity to classify the hotel sector in terms of the geographical concentration or to the proximity to suppliers and the markets (Rahimi, 2017). Most common destinations are urban touristic destinations, leisure destinations business destinations. Destinations like these have constant revenue throughout the year as opposed to beach destinations and rural tourism. The location and the position of the hotel is a major factor in deciding the tourism of the hotel. 
[bookmark: _Toc532252778][bookmark: _Toc2083832][bookmark: _Toc10923826]2.7: Analysis on how technical streamlining works in hotel management (with respect to Rosewood hotel as an example:
Streamlining of Technology in terms of hotel management of any hotel or restaurant like that of Rosewood hotel in this case, can be implied to as developing the web based services or technology enabled services like that of hotel managements software or others within the hotel. This is done so that the customers as well as the staffs are satisfied with the business services and the business can be run in a more efficient manner. De Jorge and Suárez (2014) stated that 
The customers on an online medium can do streamlining of Technology in the number of days like promoting mobile applications that help in flexibility in booking. It also helps to reduce the time required in administration on a manual basis. The customers can avail a touch of the personalized services based on their preferences and they are happy.
 This would leave rosewood hotel to gain new customers in the future. They should be able to streamline its technology facilities so that it can control and also modify its existing facilities and services in terms of promotional operations. These means of streamlining a technology in terms of developing software or loyalty programs to be used by the staffs of this hotel can help them to work in a more efficient manner and with less stress. They can develop a database containing and recording all the factors associated with the characteristics of customers. Hence the streamlining facilities by means of technology of software i.e. hotel management software or HMS is used to enhance the method of communication. Also, by the use of social media marketing options like that of Face book and others, they can regularly keep in touch with their old customers and also develop new customers and customers will also get to know about the up gradations in interiors and other facilities like that of discount on booking. 
 Hence this kind of technology medium or software is very essential for any hotel like that of Rosewood hotel, as considered in this case, to improve the business operations without having much trouble. Streamlining will be involved towards administrative processes or by up gradation in technological facilities. Again with the help of different social media options (i.e. web based services) like that of Face book, they will be able to promote about their business and they can gain customer feedback, which will be required to run the business in a smoother manner in present, as well as in future.
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Research methodology is one of the foundation steps to guide the direction and content of the research taken. The information provided has to be interpreted and analyzed in an appropriate form. This is done by adopting a certainly formulated research methodology. It consists of tools and techniques for collecting data from correct resources and further application of it in the study for the research. To provide a reliable base of research, certain methodological approaches and philosophies have been taken up.
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[bookmark: _Toc10923828]3.1: Research Philosophy
The nature, source as well as knowledge development in one word is known as research philosophy. The way in which the data related to the research will be collected is known as the research philosophy. The research philosophy defines the significance of the direction in which the researcher has inculcated in the research approach. There could be many absolute research philosophies and some hybrid philosophies too. Mainly, there are four research philosophies which could be undertaken to conduct the research. They are pragmatism, realism, interpretivism, and positivism. For this research study, interpretivism has been taken as an appropriate directive philosophy. This has a basic method of interpreting trends in the Hotel industry of UK and then etching the current scenario of the industry. The analysis includes the effects of certain changes like Brexit reformation, and analysis of the market scenario of the hotel industry and applying them for future implementation purposes, etc. The research approach is roughly defined as the collection of techniques adopted in order to complete the research. It has corollaries as certain problems that result in acquiring information for attaining research objectives.
[bookmark: _Toc10923829]3.2: Research Approach
On the basis of the direction of approach, there are two kinds of approaches which can be pointed to as top-down and down-top approaches. These are differentiated on the basis of analogy introduced in problem- solving. These are called as inductive and deductive approaches. The inductive approach includes observing the researched instances and directing the research in accordance with that, with the formation of general conclusions. There is a certain development of initial research template. In the deductive approach, there is the nature of deducing already- formed theories and results from the research observations and collected data. The inductive research approach has been applied in order to give an annotating touch of exploratory research to the study. Inductive approach initiates with observing the contextual information provided, reviewing the literature and then forming research theories and corresponding results for the research objectives.
[bookmark: _Toc10923830]3.2: Research Design
The research design is kind of an adhesive used to connect all the research parts into the single research study, with relevance to the research questions put up. It is the backbone of the research, providing it the basic background structure to present all the parts of the research in order to gain insights and solutions for the addressing of the main research questions. On an overall basis, the research design provides parts and plan steps to successfully conduct the whole research. Research study design is planned and executed in such a way so that the collection of information needed for particular research questions is correctly done and is useful. For this, a particular research protocol is followed so that the research study done is meaningful and relevant for others' useful applications. Also, many research publications' results are reproduced or cited in other researches as the form of a reference guiding source. Therefore, to maintain the integrity of ethical sharing of knowledge and information regarding research subjects and objectives, it is mandatory to follow a certain research design plan. 
There are three different types of research namely descriptive, exploratory and explanatory design, which depicts each of their diversified characteristics for conducting a research. The descriptive research design is chosen for this particular research in order to accomplish the research successfully. It can be found that through the use of the descriptive research design, the researcher is able to find out various facts about concerning process and systems of the Rosewood Hotel London which has been suggested by different authors from previous contexts and thereby denoting a positive feedback for the various aspects impacting the hotel’s overall operational efficiency to improve their customer service systems. On the other hand, it can also be recommended that through descriptive research design, the researcher can gather vehement data about the topic of research through observing various evidences about UK hotel operations affecting customer experience level. 
[bookmark: _Toc10923831]3.3: Research Strategy
The main connotation of the research strategy is to choose on a right step for conducting the research through providing the overall research a particular direction or framing in a specific way. The importance of the research strategy is that it helps the researcher to provide a systematic frame so that to can help the researcher to judge the time and cost it is going to take while conducting the research. In many cases, it has been identified that the selection of the research strategy is meant for detailing the rationale of the research and thereby posing on different experiments by the researcher to fulfil the aims as well as objectives. Therefore, it is customary to adhere to a right research strategy so that it can help the researcher to come on a desired outcome of the research topic. 
There are basically two types of research strategy namely qualitative and quantitative research strategy. The qualitative research strategy determines for deriving facts and information about the chosen topic through secondary sources. It can be adhered that through choosing on this research strategy, a researcher can easily insist upon providing relevant information from the opinions of the other literary scholarly articles, which sometimes can only denote for a generalized conceptualization of the overall topic of research. On the other hand, the qualitative data is also used in incorporating new trends and thoughts by digging deeper into a problem and this is mainly done in case of primary data collection method. In many cases, a researcher for interfering with descriptive analysis as well as inferential statistics also uses the qualitative research. For such type of qualitative research application, the researcher mainly adheres to the concepts of grounded theory along with discourse analysis. On the hand, the quantitative research strategy determines the accomplishing of link between the various outcomes that are derived to be both dependent as well as independent aspects about the research.
A quantitative study was also conducted to generate an accurate analysis of data collected. The analysis can be categorized based on the various techniques used in its data analysis, for example, as a thematic analysis, content analysis, and grounded theory. Sometimes discourse analysis is also used in some of the researches. Since this study is based on the success rates and workings of a successful hotel as a case study, statistical analysis was thought to be appropriate for this study and therefore is adopted. The main essence of the quantitative research strategy is to depend over numerical data, which are somehow new in the process of the research and thereby helping in creating new interpretation about the overall topic of research. In the following research while determining the various factors responsible for the operational efficiency as well as enhancing the customer satisfaction level within customers of rosewood Hotel London, the anticipation of the quantitative research strategy is appropriate as it can help the researcher to deal with logical numbers and objective attitude. 

[bookmark: _Toc10923832]3.5: Data collection
The method of data collection and its process are very important in deciding the reliability, accuracy, and meaningfulness of the data collected. It is the raw source of knowledge on which the whole research is based, and it is further analyzed according to the research objectives’ need. There are two methods for collecting data, which are, primary and secondary data collection methods. Primary data collection is done at the basic or original source of information for authenticity and clear insights. It is obtained at the first-hand source, with methods of survey, experimentation, interviews, observation, etc. It is not biased if it is executed across the spectrum of the random sample.  Secondary data collection is the collection of data or refined data or full information from second- hand sources, which are sources which have already conducted the research or the study. These can be found in substantial amount in form of published data like newspapers, magazines, journals, or unpublished data like interviews taken by someone else, podcasts, news on various audiovisual platforms, etc. In this study, both kinds of data collection are used, but with different degree of emphasis and importance are given to both kinds of data (Neuman, 2013). For some research questions, where the secondary data related was meager or from probably spurious sources, primary method was imported. In cases where, the first- hand accounts were difficult to gain, the second method was adopted.
Primary data is usually collected in various forms of methods of observational techniques, interview methods, questionnaire methods, and schedule methods. In the first method of observation, the observation results of the researcher are the absolute source of information, which can be checked and controlled on regular basis, depending upon the experience and qualification of researcher or quality of information presented (Silverman, 2016).
There are various kinds of observational studies too, which include structured, unstructured, participant, non- participant, disguised, controlled and uncontrolled. When there is a pre-defined template with units of observation to be observed, it is structured, while when the characteristics of observation units are not thought of before, and the observation is rather exploratory, it is unstructured. The participant inclusive observations take the observer as the subject of observance too. This may inherit some bias of individual opinions of the researcher in the study, but is useful when the observation units are to be decided. In participative and disguised, the observed sample does not include the researcher and the observer does not know if they are being observed, respectively (Silverman, 2016). In setting the control of the observation, it is mandatory that the researcher includes some pre-arrangements in a natural setting for the research to be conducted. In this research, some of the hotel reviewers and eminent, professional travelers are observed for this section of data collection.  In the interview methods, data is collected based on verbal answers to the interviews conducted. These can be personal, general, direct, indirect, structured, unstructured, focused and directive based on the type of interview conducted. Here, structured interviews are conducted, of the general travelers for insights related to prominence of factors, which lead to hotels’ success. 
The next method is the questionnaire method, which includes presenting questionnaires in either paper or electronic form to the respondents and collecting data thereby. They have to be read, observed, and replied to and given back to the researcher, by the respondent. The most of the primary data collected in this study are in form of questionnaires. The questionnaires formed are short, simple, concise, logically coherent, must include respondent reliability checking questions, and brief directions to answer the questionnaires must be duly provided. In this way of questionnaires, a wide variety of respondents could be chosen for the data collection and with ease (Flick, 2015).The questionnaires as a data collection method comes up advantages like standardization of collecting data, faster means of collecting data and most importantly has the capability of collecting potential information about the particular research theme chosen by the researcher to evaluate. But the questionnaires method also have some limitations like sometimes the respondents proposes for low response, there can be probability of misinterpretation of questions or irrelevant result and sometimes questions like close-ended can pose upon limits to the response represented by the respondents. On the other hand, the interview method is also a successful method, which comes up with certain advantages like good response rate, helps in better explanation of questions, which deciphers for more detailed examination of data. Moreover, while conducting interview as a method of data collection, the researcher is adhered to some high-quality information about the research objectives with less intensity for biasness by the interviewer. But the interview as a data collection format is also induced to more cost, time consuming due to the implication of large sample area is involved during the overall process. For the particular research both the survey questionnaires and interview method have been chosen as methods of data collection for conducting the research with application of Likert scale for measuring the validity and measurability of the overall data. 
[bookmark: _Toc10923833]3.6: Data Sampling Process
In the context of the research over Rosewood Hotel London’s process and systems for operational efficiency enhancing the customer satisfaction level within hotel industry, the use of a valid sampling process for the selection of the respondents have been chosen. On a total there has been all total 30 respondents who are mainly the employees of the Rosewood Hotel London has been chosen as a sample for conducting the primary data collection methods like survey questionnaires. It can be anticipated that all total 30 respondents is chosen for surveying and 4 managers of the Rosewood Hotel London has been selected for the purpose of interviewing them for collecting useful information about the operational standards performed by the Rosewood Hotel in London. The process of data sampling can be identified under two norms – probability sampling and non-probability sampling. The probability sampling denotes for acquiring data from larger group or segment of population. On the other hand, the non-probability sampling method also known as the random sampling method from a relatively smaller population. For the following research, the use of the random sampling has been used so that it can help the researcher to take less time for completing the research as well as the researcher can enact for a specific amount of data connected to the modes of questioning. Moreover the random sampling is also a cost effective form of sampling collected data and thereby denoting for a higher judgemental space for the researcher to derivate positive outcomes of the data he has collected within the selected group of respondents from the Rosewood Hotel London. However, the researcher also must consider the limitations aligned with the random sampling process like it isvery difficult to achieve a selected set of sample within a large population base. Sometimes, it can be seen that there is not any provision for complete member list presented in front of the researcher. There is also a probability for sampling errors to be present due to the less precision being involved in the size of the sample, dispersing of the respondents. This can induce to high costs for collecting of data and also the researcher can face more time while clustering sample’s responses. 
[bookmark: _Toc10923834]3.7: Research ethics
When there are human subjects or various participants included within the research, there are legal issues and also ethical concerns related to the research. First and foremost of all is the data collected from the participants should be used for the purpose of research only and it should be protected at any cost as per the Data protection Act. This is done due to the fact that loss of data might harm the participants, as there might e personal information shared. Additionally, the participants of the research should be told about the research in which they are providing their valuable opinion. In addition, the researcher should not force anyone to participate in the research without the consent of the participants. The researcher followed all the ethics related to this particular research and thus this research follows the ethical guidelines. 
[bookmark: _Toc10923835]Chapter 04: Data Analysis
Data analysis is an important part of research as it plays a major role in completing the entire process of research. Therefore, this method is the combination of transforming, cleaning, inspecting and the modeling of data and information through the statistical and analytical tool for discovering the useful information and significant for making the decisions. A concise outcome can derive from the survey or questionnaire method by the appropriate application of data analysis tool. 
	1. Gender
	
	

	 
	Number of Participants
	%

	Male
	20
	67

	Female
	10
	33

	Total
	30
	 




According to demographical variables, specific number of respondents is chosen for this research.  The entire graph shows two different percentages, which indicates the male and female. After thoroughly analyzing the graph and chart, it has depicted that the percentage of male is higher in compare to female.  The survey has conducted on the 30 respondents where as 10 female (33%) and 20 male (67%). 

	2. In which age group do you belong?


	 
	Number of Participants
	%

	21-30
	12
	40

	31-40
	8
	27

	41-50
	6
	20

	51-60
	3
	10

	Above 60
	1
	3

	Total 
	30
	 




To successively conduct the research, the researcher has selected some specific participants of different age group who are employed in the hotel. Therefore, it is manifested that 40 % participants are belonging from the age group 21-30 years, 27 % participants are belonging from the age group of 31-40 years, 20 % participants are belonging from the age group of 41-50 years, 10% participants are belonging from the age group of 51-60 years and 3% participants are belonging from the age group of above 60 years. 
	3. What is your current occupation?

	 
	Number of Participants
	%

	Manager 
	5
	10

	Supervisor
	10
	23

	Hotel attendant  
	15
	67

	Total 
	30
	 




The researcher conducted the survey process after selecting some respondents from the particular field.  For this research, the researcher has chosen manager, supervisor and staff attendant as the main respondents.  From the graph, it is known that 10% respondents are belonging from the managerial post, 23 % respondents are belonging from the supervisor mode and 67% respondents are belonging from the post of hotel attendants. Therefore, 5 managers, 10 supervisors and 15 hotel attendants who are taken participation in this survey process. 
4.  How far do you agree that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry?
	 
	Number of Participants
	%

	Strongly Agree
	12
	40

	Agree
	9
	30

	Uncertain
	1
	3

	Disagree
	3
	10

	Strongly Disagree
	5
	17

	Total
	30
	 




Due to the analysis of graph and chart, it is understood that the researcher has asked the participants about the matter that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. Then, 40 % participants strongly agreed that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. Besides, 30 % participants agreed that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. However, 3 % participants were uncertain about this matter that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. 10% participants disagreed that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. Along with, 17% participants strongly disagreed that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry. 
5. Do you think that the influence of external competitive environment will highly effect the net profitability of the organization?
	 
	Number of Participants
	%

	Strongly Agree
	17
	57

	Agree
	7
	23

	Uncertain
	2
	7

	Disagree
	3
	10

	Strongly Disagree
	1
	3

	Total
	30
	 



 It is evaluated from the survey method when the participants have been questioned about the fact that the influence of external competitive environment will highly effect the net profitability of the organization. Then, 57 % participants strongly agreed that the influence of external competitive environment will highly effect the net profitability of the organization. Besides, 23 % participants agreed the influence of external competitive environment will highly effect the net profitability of the organization. However, 7 % participants were uncertain about this matter that the influence of external competitive environment will highly effect the net profitability of the organization. 10% participants disagreed that the influence of external competitive environment will highly effect the net profitability of the organization. Along with, 3% participants strongly disagreed that the influence of external competitive environment will highly affect the net profitability of the organization. 
6. Do you believe that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly?
	 
	Number of Participants
	%

	Strongly Agree
	14
	47

	Agree
	5
	17

	Uncertain
	4
	13

	Disagree
	2
	7

	Strongly Disagree
	5
	17

	Total
	30
	 




The chart and graph define a major matter that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. Then, 47 % participants strongly agreed that that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. Besides, 17 % participants agreed that that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. However, 13 % participants were uncertain about this matter that that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. 7% participants disagreed that that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. Along with, 17% participants strongly disagreed that that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly. 
7. To what extent higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London?
	 
	Number of Participants
	%

	Strongly Agree
	13
	43

	Agree
	11
	37

	Uncertain
	2
	7

	Disagree
	1
	3

	Strongly Disagree
	3
	10

	Total
	30
	 




By conducting the research, the researcher has asked participants about the matter that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. Then, 43 % participants strongly agreed that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. Besides, 37% participants agreed that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. However, 7 % participants were uncertain about this matter that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. 3% participants disagreed that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. Along with, 10% participants strongly disagreed that higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London. 
8. Do you think that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel?
	 
	Number of Participants
	%

	Strongly Agree
	14
	47

	Agree
	5
	17

	Uncertain
	2
	7

	Disagree
	3
	10

	Strongly Disagree
	6
	20

	Total
	30
	 


	

It was asked to participants that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. Then, 47% participants strongly agreed that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. Besides, 17 % participants agreed that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. However, 7 % participants were uncertain about this matter that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. 10 % participants disagreed that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. Along with, 20 % participants strongly disagreed that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel. 
9. Do you believe that technology has played an important role in acquiring higher customer satisfaction level?
	 
	Number of Participants
	%

	Strongly Agree
	19
	63

	Agree
	6
	20

	Uncertain
	2
	7

	Disagree
	1
	3

	Strongly Disagree
	2
	7

	Total
	30
	 




The researcher has taken the opinions of the participants about the matter that technology has played an important role in acquiring higher customer satisfaction level. Then, 63 % participants strongly agreed that technology has played an important role in acquiring higher customer satisfaction level. Besides, 20 % participants agreed that technology has played an important role in acquiring higher customer satisfaction level. However, 7 % participants were uncertain about this matter that technology has played an important role in acquiring higher customer satisfaction level. 3 % participants disagreed that technology has played an important role in acquiring higher customer satisfaction level. Along with, 7 % participants strongly disagreed that technology has played an important role in acquiring higher customer satisfaction level. 

10. How far do you believe that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization?
	 
	Number of Participants
	%

	Strongly Agree
	18
	60

	Agree
	5
	17

	Uncertain
	4
	13

	Disagree
	2
	7

	Strongly Disagree
	1
	3

	Total
	30
	 




As per the analysis of graph and chart, it has manifested that the researcher has asked the participants about the matter that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. Then, 60 % participants strongly agreed that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. Besides, 17 % participants agreed that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. However, 13 % participants were uncertain about this matter that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. 7 % participants disagreed that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. Along with, 3 % participants strongly disagreed that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization. 
11. To what extent, the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry?
	 
	Number of Participants
	%

	Strongly Agree
	15
	50

	Agree
	7
	23

	Uncertain
	4
	13

	Disagree
	1
	3

	Strongly Disagree
	3
	10

	Total
	30
	 




While the researcher asked question to participants that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. Then, 50 % participants strongly agreed that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. Besides, 23 % participants agreed that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. However, 13 % participants were uncertain about this matter that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. 3 % participants disagreed that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. Along with, 10 % participants strongly disagreed that the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry. 
12. Do you think that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run?
	 
	Number of Participants
	%

	Strongly Agree
	13
	43

	Agree
	10
	33

	Uncertain
	1
	3

	Disagree
	2
	7

	Strongly Disagree
	4
	13

	Total 
	30
	 




Through conducting the survey, the researcher has collected information about the fact that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. Then, 43 % participants strongly agreed that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. Besides, 33 % participants agreed that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. However, 3 % participants were uncertain about this matter that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. 7 % participants disagreed that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. Along with, 13 % participants strongly disagreed that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run. 
13. Do you believe that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London?
	 
	Number of Participants
	%

	Strongly Agree
	12
	40

	Agree
	8
	27

	Uncertain
	3
	10

	Disagree
	2
	7

	Strongly Disagree
	5
	17

	Total 
	30
	 




It was asked to participants about the fact that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. Then, 40 % participants strongly agreed that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. Besides, 27 % participants agreed that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. However, 10 % participants were uncertain about this matter that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. 7 % participants disagreed that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. Along with, 17 % participants strongly disagreed that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London. 
[bookmark: _Toc10923836]Chapter 05: Conclusion and Recommendation
Conclusion
The following research has been undertaken to contemplate over the fact that how Rosewood Hotel in London can cope with the extreme competitive dimension in the UK travel and hospitality industry. The research has asserted for studying of various major factors from both external and internal environmental context of the hospitality industry of UK so that it can vehemently reciprocate the aspects that how a hospitality sector in UK can utilize the benefits and advantageous opportunities underlying within the context of the country and improvise upon the existing systems and process  (Hoque, 2013). On the other hand, the research has also analyzed with the fact that the internal environment of a hospitality sector like Rosewood Hotel is also an important aspect to be considered upon. This is because, it can invariably determine the various propensities of improvising the internal systems and process of the Rosewood Hotel by considering the external supporting as well as non-supporting factors. On the other hand, the research contemplates for understanding the contextual overview of the hotel industry of UK through which it can be understood that the extremely challenging competition within the different luxurious hotel brands of UK can derive for a higher productive systems and process to be incorporated within the Rosewood Hotel London. The contemporary hotel industry of UK depicts the fact that there has been revolutionary progress in the needs and demands of the travellers visiting hotels for diversified range of purposes. It has been clear that the provision of accommodation in UK has been ideally been different with the interception of the luxurious hotels set up after the period f industrialization. Through the research, it has been identified that the contemporary needs for accessing accommodation services by the various travellers have been changed and modified. Moreover, from the current economic and political dimension of UK, it has been identified that the country has been facing some economical turmoil due to the Brexit issues and this has incurred for practical modification of the various rules and legislative policies governing the travel and hospitality sector (Sarmaniotis et al., 2013). This has vehemently impact over the behaviour f the travellers accessing the hospitality services in different parts of UK. 
From the research, it has been evident, that most of the travellers in UK accessing a luxurious hotel like Rosewood Hotel in London have diversified range of need and demands. Therefore from this research, it can be identified that a luxurious hotel brand like Rosewood Hotel London, the modification of various systems and process in the operational movement of the hotel is one of the major amenities for enhancing their customer satisfaction level. The environmental considerations have been interpreted as one of the major beneficial equipments for shaping the future of hotel industry. It has been identified through this research that some of the desired environmental factors, which modifies the process of innovation and various systems of managing and operating travel and hospitality, services in Rosewood Hotel in London. From the various responses of the respondents, it has been identified that the traveller’s culture is a significant factor for reshaping the hotel industry and Rosewood Hotel is not an exception to that. Hence, it has been found that Rosewood Hotel London has extremely tried to be contemplating on personalizing of the customers experience through improvising the systems and process used by the management of the hotel. From the various literary references, it has been identified that with constant demands and needs of the consumers in the hotel industry to be rising, it has been of prior importance of the Rosewood Hotel London to thoroughly recur on active management improvisation like employee training, enhancing skills and competencies, proper segmentation of the customers, technological customization, contemplating of competitive pricing strategies and most importantly rendering enhanced service quality to the customers. 
Therefore, from the entire study, different impacts related to the external competitive environment within the Rosewood hotel London are ascertained. Critical analysis regarding the Rosewood hotel London along with creating an insight within the system and its related process that helps in enhancing the employee performance services are discussed successfully. Significant evaluations of the impacts relating to the external competitive environment of the Rosewood hotel London are depicted. Explanation of the study which is concerned with the technological streaming within the management system of hotel is revealed within the research. The research has assisted in identifying the factors that are influencing the rate of success along with considering the hotel chains and the companies by adopting latest technologies and various political trends. Different key factors within the hospitality and travel industry along with affecting the whole process for enhancing better growth optimization are identified. The marketing research allows in creating new revolutions and hotel lines within the Rosewood hotel. This has also allowed in creating different levels of services and design depending on the needs of different customers across the overall marketplace. The entire investigation has also helped in understanding the competitor along with creating transparent channels of information depending on the market and the customer base. These all factors helped in gaining the financial leverage of the hotel organization. This particular research has helped in measuring better customer satisfaction and this factor helped in gaining enhanced rate of profitability within the Rosewood hotel. Different strategies adopted by this organization have helped in enhancing few factors like market position, market capability, diversification and operations.  These strategies help in maintaining the success rate and the different risk factors along with handling different turnover rates. The research also helped in promoting along with designing ultra luxurious hotel rooms and many attractive lounge and further facilities for the customers. This also helped in fulfilling the financial objectives along with occupying the marketing initiatives, marketing rates and goals within the Rosewood hotel. The innovation of many new technologies helps in enhancing functional and operational movements. The research also included corporate social responsibilities that allows in improving the different impacts of operational activities and business activities. The streamlined technologies will allow in developing software and many other loyalty programs that helps in attracting customers within the organization within an effective manner. In case of promoting the business of Rosewood hotel these important factors are involved through empowering the social media advertisement where proper customer feedbacks are gained. Thus, the entire study will assists in making proper identification of how Rosewood Hotel can fulfill the requirements of the customers along with enhancing the profitability by operating the business in a smother manner within the entire industry. 
From the research, by analyzing the various macro-environmental factors enacted in the various management frameworks through this research, it has been identified that Rosewood Hotel in London has been actively engaged in counting the overall success of their systems and various technological process. This has invariably contemplated for raising the customer satisfaction level within the hotel industry. The research derives the fact that there has been evolution in the contemporary hotel industry in terms of personalization of the customer service experience and the use of the digital technology in various operational and management process rendered by the Rosewood Hotel is the main success factor. The delightful customer experience with the help of the best of the technological streaming has been the major priority for all the hospitality sectors and this aims to be more personalization of the customer experience with the passing of time (Tajeddini, and Trueman, 2012). Therefore, this research is clearly indicative of the fact that fetching on an appropriate customer segmentation has been one of the most influential segment of a hotel or accommodation service in a hospitality industry. Through the findings of the various literatures, it has been identified that modifying the systems and services according to the current trends, lifestyles and satisfaction level of the segmented customers can be derived out as the important part of a hospitality industry. For a hotel like Rosewood in London, the most productive aspect is to make their operational process to be streamlined with the personalization of the customer demands while judging on the external environment as well as interpreting on the hotel’s internal potentialities. 
Recommendation
From the following research, it can be concluded that one of the prior importance for the Rosewood Hotel in London is to enact for a service culture, which can fruitfully interpret for a productive effort contemplated by the particular hotel in respect to the contemporary environment. It is a crucial aspect to assert the service standards of a luxurious hotel brand like Rosewood in London so that it can align with the customer loyalty level a s well as brand consistency in the contemporary hospitality sector. Moreover, it is also recommended that for the Rosewood Hotel, it is also important to assess the growing complexities of operating in an extremely challenging political and economic atmosphere after the Brexit impact on UK. Therefore, it is a major consideration for Rosewood Hotel, that the management of the hotel keep a close watch over the social and professional standards of the employees so that they can rightly meet up with the guest demands and necessities within the respective hotel. The motivation of the staffs in Rosewood Hotel is another important option for the improvisation of the systems and process used by the hotel for raising the customer satisfaction bars among the other competitors in the market (Chen, 2013). It is implicit that the hotel can imply upon personalization of customer experience as best interactive purpose of the Rosewood Hotel so that it can come out as a critical success factor for the organization’s competitiveness in the industrial dimension. On the other hand, it is also recommended that amidst the turbulence like labour inefficiency, acute turnover rate of employees and rising cost of systems and process maintenance within the hospitality sector, the management of the Rosewood Hotel must comply with comprehensive incorporation of employee training and development program.
 Moreover, the incorporation of rewards, compensation and professional development of the staffs of the hotel will be the topmost priority for the hotel employers as this can incisively identify for the hotel to be productively operating in the current dimension. The implication of the managerial strategies in the contemporary hotel industry is an important aspect to be looked over as this determines the essential attributes which the employers of the organization adhering on for improvising the performance level of the employees. For a luxurious brand like Rosewood Hotel in London, it is recommended that the rapid changing needs of the customers has to be determined according to the diversified segmentation variables like geographic, demographic and behavioural aspects. It can be identified that by following on these aspects, Rosewood Hotel can excel over their systems and process and thereby producing a enlightening effect on the overall success and customer satisfaction of the organization. In the current dimension, there is a need for continuous assessment of the various assets and insightfulness of a company’s internal resources so that it can align with the external changing environment of the hospitality services in global podium (Heaton et al., 2013). Through this research, the main connotation lies over the fact that Rosewood Hotel has to denote for a major supervision in their current systems and procedure’s potentialities to be pondering the external extremely competitive dimension of the UK’s hospitality and travel sector. Lastly, it can also be adhered that the research while being conducted may come up with certain limitations like non-adequacy of fruitful research of a particular hotel brand regarding its operational efficiency and systems insightfulness. Therefore, through this research, the scope for future research projects on the hospitality services customization can be developed by basing upon fruitfulness of the findings carved out of the following research. 
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Survey Questionnaire
1. Gender
· Male 
· Female
2. In which age group do you belong?
· 21-30
· 31-40
· 41-50
· 51-60
· Above 60
3. Occupation
· Supervisors
· Hotel Attendants
· Managers
4. How far do you agree that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
5. Do you think that the influence of external competitive environment will highly effect the net profitability of the organization?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
6. Do you believe that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
7. To what extent higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
8.  Do you think that the overall degree of fulfilment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
9. Do you believe that technology has played an important role in acquiring higher customer satisfaction level?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
10. How far do you believe that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
11. To what extent, the identification of culture within the hotel will directly enhance the operational flexibility and customer satisfaction within the hospitality industry?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
12. Do you think that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree
13. Do you believe that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London?
· Strongly Agree
· Agree
· Uncertain
· Disagree
· Strongly Disagree



1. Gender	Male	Female	66.66666666666664	33.33333333333333	
2. In which age group do you belong?	21-30	31-40	41-50	51-60	Above 60	40.0	26.66666666666667	20.0	10.0	3.333333333333333	
3. What is your current occupation?	Manager 	Supervisor	Hotel attendant	16.66666666666666	33.33333333333333	50.0	

4.  How far do you agree that competitive environment prevailing within the economy will highly justify the revenue of the organization in the hospitality industry?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	40.0	30.0	3.0	10.0	17.0	

5. Do you think that the influence of external competitive environment will highly effect the net profitability of the organization?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	56.66666666666645	23.33333333333323	6.666666666666667	10.0	3.333333333333333	

6. Do you believe that it is important to maintain the performance of the employee within the hospitality industry in order to excel the financial objectives thoroughly?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	46.66666666666645	16.66666666666666	13.33333333333333	6.666666666666667	16.66666666666666	

7. To what extent higher employee performance will directly enhance the satisfaction among the customers on behalf of Rosewood hotel London?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	43.33333333333334	36.66666666666645	6.666666666666667	3.333333333333333	10.0	
8. Do you think that the overall degree of fulfillment will be achieved from the entire factors of enhancing the customer satisfaction of the respective hotel?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	47.0	17.0	7.0	10.0	20.0	
9. Do you believe that technology has played an important role in acquiring higher customer satisfaction level?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	63.0	20.0	7.0	3.0	7.0	
10. How far do you believe that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization?
10. How far do you believe that streamlining the technologies will enhance the customer base within the respective rosewood hotel which will enhance the revenue of the organization?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	60.0	16.66666666666666	13.33333333333333	6.666666666666667	3.333333333333333	
11. To what extent the identification of culture withinn the hotel will directly enhance the operational flexibility anmd customer satisfaction within the hospitality industry? 
23%
50.0	23.33333333333326	13.33333333333333	3.333333333333333	10.0	


12. Do you think that attaining proper risk assessment will facilitate diversified product and services to the customers in order to achieve better financial perspectives in the long run?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	43.33333333333334	33.33333333333333	3.333333333333333	6.666666666666667	13.33333333333333	
13. Do you believe that employee performance services will lay a significant insight to the system of the Rosewood Hotel London in creating significant impact within the Rosewood hotel London?	Stronger Agreement	Agreement	May be or not	Disagreement	Stronger Disagreement 	40.0	26.66666666666667	10.0	6.666666666666667	16.66666666666666	
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