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Business Report: The Midland Haven Hotel Turnaround Strategy
[bookmark: _Toc192711133]Executive Summary
The Midland Haven Hotel, a large company in the Midlands and a prominent player in the hospitality industry, has been experiencing reduced revenues, increasing operating costs, and lower levels of customer satisfaction in the last three years. This paper aims to evaluate the decline of the hotel's financial situation and identify the contributing factors to the process. From the findings, it can be deduced that factors such as competition, changes in customers' habits, outdated facilities, and general economic problems have affected the hotel's profitability. The hotels' revenue in 2021 was £1,200,000, and the same hotel in 2023 reported £950,000, thus experiencing a decrease of 20.8%. In the same year, operating expenses increased from £900,000 to £1,100,000, yielding a net income of -£150,000 in the year ended 2023. The financial position has been noted to have weak liquidity, declining fixed assets, and equity below 50%.  
Various industries assess that customers are becoming less patient and are now searching for digital convenience, sustainable development in the hospitality industry, and personalisation in hospitality services (Aksoy et al., 2022). This is because the hotel has not been able to embrace these trends within the industry, which has led to lower occupancy and reduced-price control. Whereas new entrants have adopted green practices, AI customer services, and wellness tourism strategies, Midland Haven Hotel lacks modern facilities and conventional services, which are less appealing to contemporary consumers (Costa et al., 2023).  
An operational turnaround strategy is outlined to address these difficulties, including operational activities, marketing and image change, financial initiatives, and customer satisfaction advancement. The suggested austerity includes infrastructure enhancement, cost containment, promotional promotions, price reconfiguration, and revenue diversification. The best way to get the Company back on track is to follow the strategies below to regain its competitive edge and increase the profitability of Midland Haven Hotel and customer loyalty.
[bookmark: _Toc192711134]Introduction
The Midland Haven Hotel is a holiday resort in the Midland region that experienced declining revenues, low room occupancy, and poor customer satisfaction for the last three years. This raises the question about the business model's viability for traditional hotels because clients are likely to gravitate towards new-style hotels that provide better services, infrastructure, and cheaper rates (DeMicco et al., 2019). Customers today expect greener, more personalised, and more innovative options, which may threaten the relevance of traditional hotels (Dureja, 2022). This paper aims to analyses the hotel's income statement, balance sheet, and critical financial ratios used to decipher the factors that led to the decline in the hotel's financial performance. Further, it identifies industry trends and opportunities for recovery. Drawing from the best practices in hotel management, this paper presents a coherent and feasible financial revival plan for The Midland Haven Hotel (Mwikya et al., 2024).
[bookmark: _Toc192711135]Market Analysis
[bookmark: _Toc192711136]Competitive Landscape
The hospitality segment in the Midlands region is saturated with several new and technologically enhanced resorts that are entering the market. These competitors are focused on providing artificial intelligence-based concierge, bright rooms, digital check-in, and guest experience personalisation (Guidara, 2022). Some new trends include smart tech integration in the hotels, sustainability, and wellness Tourism, which The Midland Haven Hotel lacks (GUPTA, 2024). Like the full-service hotel industry, the growth of boutique hotels and themed resorts makes competition even stiffer, and weak industry players like Midland Haven Hotel are under pressure to adapt or lose market share significantly (Hospitality Net, 2025).
[bookmark: _Toc192711137] Changing Customer Preferences
Trends in the hospitality sector include experience, consumer sustainability, and the digitalisation of services to satisfy guests. Customers also demand green policies like using solar energy and water and not using single-use plastics in hotels (Tanveer, Yusliza & Fawehinmi, 2024). Furthermore, wellness tourism has become a common factor, and clients are interested in hotels that provide spa treatments, Yoga classes, and other health and well-being activities (Piatto Clerici et al., 2023). The non-adoption of these trends threatens the hotel business by leading to declining consumer bookings and reduced customer satisfaction.
[bookmark: _Toc192711138]Declining Service Quality
In the hospitality industry, service quality is an essential element. The Midland Haven Hotel has suffered a poor reputation in customer satisfaction due to negative comments regarding outdated facilities, customer services, and creative services (Solomon, 2016). Literature findings reveal that hotels that deliver high-quality service, engage with customers before and after their stay, and facilitate a contactless interaction with guests’ book more frequently (McKinsey & Company, 2024). These service quality factors are central to explaining the hotel's decline and must be addressed.
[bookmark: _Toc192711139]Financial Performance Analysis (2021-2023)
[bookmark: _Toc192711140]Income Statement Overview
	Item	
	2021	
	2022	
	2023

	Revenue	
	£1,200,000	
	£1,100,000
		£950,000

	Operating Expenses	
	£900,000	
	£950,000	
	£1,100,000

	Net Income	
	£300,000	
	£150,000	
	-£150,000


By evaluating the hotel's balance sheet, revenues have been reduced from £777,500 to £614,750 by 20.8% over the same period. Meanwhile, the cost of operations increased by £200,000, affecting a substantial forecasted reduction in net income. Specifically, in 2023, the hotel posted a trading loss of £150,000, indicating a critical financial situation.
[bookmark: _Toc192711141]Balance Sheet Overview
	Asset/Liability	
	2021	
	2022	
	2023

	Cash & Equivalents
	£100,000	
	£80,000	
	£20,000

	Property & Equipment	
	£2,000,000	
	£2,000,000	
	£1,800,000

	Total Assets	
	£2,150,000	
	£2,120,000	
	£1,850,000

	Accounts Payable
	£30,000	
	£40,000	
	£50,000

	Total Liabilities
	£1,530,000	
	£1,540,000	
	£1,550,000

	Equity	
	£620,000	
	£580,000	
	£300,000



The overall equity of the hotel has come down to less than 50%, which shows that the hotel's financial position is unhealthy. Hence, the fast decline in cash and cash equivalents implies that the firm is experiencing liquidity issues, and the decline in Property and Equipment suggests a lack of investment in assets.
[bookmark: _Toc192711142]Declining Occupancy and Room Rates
	Year	
	Average Room Rate (ARR)
	Occupancy Rate

	2021	
	£260
	65%

	2022	
	£240	
	60%

	2023	
	£210	50%
	50%



The occupancy fell from 65% to 50 %, and average daily rates decreased by 19%; this shows that customers are switching to other hotels and competitor pressure (Hotel Dive, 2024).
[bookmark: _Toc192711143]Key Reasons for the Decline
There are a few reasons why The Midland Haven Hotel is showing poor performance: increased competition, aged buildings and structures, and lack of funds. The launched competition in the Midlands has grown, and competitors in the hospitality industry now use automated concierge services, AI suggestions for guests, and sustainability strategies, which attract modern guests (Aksoy et al., 2022; DeMicco et al., 2019). However, the Midland Haven Hotel has not integrated any of these technologies into the hotel, resulting in decreased market share (Costa, Komiak, and Hathcote, 2023). Further, there is physical obsolescence – the hotel's furniture is outdated, the smart-room facilities are also insufficient, and the dining choices are limited, leading to the deterioration of guests' satisfaction (Solomon, 2016). On the other hand, competitors have adopted modern architectural designs, energy-efficient lighting, and high-end spa services to capture the consumers' attention (Guidara, 2022). Operational costs such as food, supply, and energy have added pressure as costs were upped from £900000 to £1100000 (McKinsey & Company, 2024). In contrast to the Company's competitors that have improved performance through AI forecasting of needs, adequate staffing, and cost-cutting innovations, The Midland Haven Hotel has not significantly improved in this area (Mwikya et al., 2024).
Some external factors, such as changes in travel patterns after the pandemic, inflation, and decreased purchasing power, have further worsened the condition of the hotel (Tanveer et al., 2024). The end customers now prefer low-priced or luxurious hotels, which has created a problem for mid-market hotels such as the Midland Haven Hotel (Hotel Dive, 2024). Also, customer relations issues like not responding to negative comments on social media platforms and lack of customer loyalty programs were reasons for the low customer traffic and turnover (Hospitality Net, 2025). Data sourced from the study shows that cost-effective marketing, customer loyalty, and well-developed brand stories are the key factors that help hotels avoid third-party platforms and retain guests (Piatto Clerici et al., 2023). Another consideration that supports this argument is that Midland Haven Hotel failed to adapt to these trends, hence its current state.
[bookmark: _Toc192711144]Turnaround Strategy
[bookmark: _Toc192711145]Operational Improvements
The Midland Haven Hotel needs an effective facility upgrade plan to achieve a sustainable financial position. These improvements can include more comfortable rooms, fashionable furniture, and better facilities to earn more dollars from guests. Implementing mobile check-in procedures with smart room devices and integrating an automated customer care service will ensure the hotel is updated to meet modern market requirements (GUPTA, 2024). Finally, energy management by combining solar, water, and bright lighting can help tremendously cut costs (Tanveer, Yusliza & Fawehinmi, 2024).
Service quality enhancement must also be a significant area of attention. The hotel must promote staff training programs to foster quality service delivery and interactivity with guests (Solomon, 2016). Designing proactive communication strategies, including pre-arrival communication, guest room preferences, and post-stay follow-up surveys, would help enhance guest satisfaction and loyalty (Guidara, 2022).
[bookmark: _Toc192711146]Marketing & Rebranding
To find a new positioning for The Midland Haven Hotel, it is crucial to focus on digital marketing mechanisms. To reach more consumers, the hotel needs to implement search engine optimisation content, email, and influencer marketing (Hospitality Net, 2025). Producing high-quality video content, engaging guest testimonials, and customer behind-the-scenes footage can help establish a captivating brand story. Also, special offers and promotions for returning customers include lower rates, free-up grades, and other offers specifically targeted to the customer (Mwikya et al., 2024).
This is a great way to bring in more visitors to the hotel since they work hand in hand with local merchants, travel agents, and tourism organizations. Extra incentives involving non-hotel services like beauty treatments, cultural tours, or adventurous packages can be developed to avoid competition with other hotels (Costa et al., 2023). Additionally, repositioning efforts should bring attention to The Midland Haven Hotel's rich history, strategic location, and optimal guest services and establish an emotional appeal with potential guests (McKinsey & Company, 2024).
[bookmark: _Toc192711147] Financial Adjustments
Technical predictions are that increased financial restructuring is inevitable in the short term to enable sustainable growth in the future. This means that, depending on the season, competition, or customers' behavior, the hotel needs to change its pricing strategy and adjust the rates using data analysis (Hotel Dive, 2024). Initially, new revenue streams need to be developed, including event hosting, co-working office spaces, or launching a wellness retreat (Piatto Clerici et al., 2023).
Finally, raising capital from hospitality funds, joint venture partners or government tourism subsidies is another source of capital that may be required for renovations (Asenge et al., 2023). Strict cost management in procurement, supply chain, and utilities will also enhance financial control and consistency (NetSuite, 2024).
[bookmark: _Toc192711148]Customer Experience Enhancement
Enhancing customer experience as a concept should be the primary concern of any business. Developing an RLGS to capture guest feedback will enable the hotel password to address complaints instantly, thus improving service recovery (Hospitality Net, 2025). Giving guests tailored trips, services like personal attendants and hosts, and incentives will make their adventures enjoyable, leading to positive word-of-mouth publicity (Solomon, 2016). Also, getting accreditation from certification bodies and ensuring the Company supports environmental causes will help the Company capture this potential clientele group (Tanveer, Yusliza & Fawehinmi, 2024).
[bookmark: _Toc192711149]Recommendations
The long-term business plan of the Midland Haven Hotel requires several large capital expenditures that are aimed at improving the hotel facilities, including its rooms and the technological equipment needed to fulfill customer demands. Some of the strategies implemented by leading hotels are smart-room technology, AI concierge services, and energy-efficient structures, giving comfort and sustainability (Tanveer, Yusliza & Fawehinmi, 2024). Marketing through social media networks, engaging with opinion leaders, and optimizing search engines have strongly driven direct reservations and customer retention (Hospitality Net, 2025). Dynamic pricing, which involves changing room tariffs depending on demand and supply, aims at maximizing the revenue per available room (McKinsey & Company, 2024), including guest appeal personalization and themed tourist offers, such as loyalty programs and experience-based tourism packages, which are topical for the hospitality industry (Piatto Clerici et al., 2023). As for the financing, PPP funding, tourism aid, and venture capital will establish the necessary infrastructure and further investments to ensure competitiveness and sustainability in the Midlands market (Asenge et al., 2023).
[bookmark: _Toc192711150]Conclusion
The Midland Haven Hotel experiences financial problems because of growing competition, obsolete infrastructures, and changing consumer preferences. However, the situation of Algonquin strongly suggests that through a comprehensive and systematic approach that includes operational efficiencies, marketing initiatives, financial reorganization, and improved customer relations, the hotel has enormous potential to become once again a viable stakeholder to investors within the hospitality industry. The hotel can regain its profitable operations and a favorable image through proper investment in facilities and infrastructure, efficiency, environmental responsibility, and marketing strategies.
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