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[bookmark: _Toc7424089]Executive Summary 

Madame Tussauds, London faces a range of different threats regarding a PESTLE sense, whether that be Brexit or melting wax works, whilst considering strengths, weaknesses, opportunities and threats. Recruitment and Selection and Equality and Diversity have also been covered with Madame Tussauds offering amazing rewards for their employees but however have been in the news for discrimination and sexism. The financial statement for Merlin was also produced and analytically reviewed, with SMART targets set in place to improve the organisation. Overall Madame Tussauds, London and Merlin Entertainment give off the impression of good companies to work for whilst also having areas to improve like every other business, especially when it comes to equality and diversity.   
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[bookmark: _Toc7424091]Introduction

Within this report a PESTLE and SWOT analysis have been undertaken to determine the risks facing Madame Tussauds and how it could be improved, along with a performance review to see how well Merlin Entertainment did during 2015 and 2016, with SMART targets set in place for them to potentially improve. An audit was also undertaken to see the effectiveness of the human resources systems Madame Tussauds have in place, regarding recruitment and selection, and equality and diversity.      
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[bookmark: _Toc7424093]PESTLE Analysis 

[bookmark: _Toc7424094]Political 
[image: See the source image]Madame Tussauds, London comply with political factors, including laws and legislations. The museums main factor affecting them is Brexit. London saw 19 million tourists visit in 2017 with an increase of 7% of international tourists from 2016, Office of National Statistics (2018). If a no deal Brexit happens then a significant number of overseas tourists wouldn’t go, as visas would be needed to enter the country. Countries within the EU are the UK’s biggest foreign spenders, with Germany, Spain, Italy, Netherlands, Ireland and France contributing £6.1 billion, Calder, S (2016). 
	
[bookmark: _Toc7424095]SWOT	

Brexit has given the UK is that £1 is now converted to €1.16 making it cheaper for EU residents to visit the UK, this has shown a 7% increase of overseas visitors. Brexit effects the museum as any produce that they use or sell that are made within the EU will no longer be supplied as there is currently no trade deal. British tourists could take more “staycations” and visit Madame Tussauds rather than go abroad. 2017 saw a 23.8% rise in UK staycations booked than in 2016, Coffey, H (2017). EU tourists may have to pay for visas. However, Britain are in negotiation to try to prevent this, BBC (2017).


[bookmark: _Toc7424096]Economical
Since the opening of Madame Tussauds, London in 1836 it is set to believe that 500 million people have visited the attraction with 2.5 million per year, Merlin Entertainment (2018). Each wax work figure costs the minimum of £250,000 to make which includes the mould, wax, fibreglass and hair, Madame Tussauds (2019).  

[bookmark: _Toc7424097]SWOT

Madame Tussauds, London has a number of strengths regarding their economic background, whether that be the £29 online ticket admission or the £35 ticket purchased at the day of the museum, along with premium (£45) and fast track (£39). Meaning that if all the 2.5 million guests per year only bought the online standard ticket (£29) the museum would have made £75,500,000. The museums are 1 of 23 Madame Tussauds all over the world. This could affect the museum as guests may want to spend their time else where in London, as they have been or could go to one in their home country. Madame Tussauds, London could benefit economically by implementing a treasure hunt activity with clues leading to the relevant celebrities with prizes at the end. The museum pays (£250,000) to make a wax work. Wax works such as Jimmy Savile and Garry Gliter are the only wax works in the museums history to be melted, instead of being placed in the chamber of horrors or in storage. However, figures such as Hitler are placed in the chamber of horrors. Melting a wax work is against company policy, Branagan, M (2015).


[bookmark: _Toc7424098]Social
[image: ]The museum has a wax work themed ride (The Spirit of London) which is free to guests. The guests are sat in black-cab-like carts and driven through separate rooms with an animatronic history of London, showing both world wars, with famous wax works in the relevant rooms of history, David Beckham and Winston Churchill, Morris, H (2018). The ride does however have restrictions when it comes to height and capacity of the ride. Guest who are under 1.2m must be accompanied by an adult, the carts can fit two adults and one child under 1.2m. Most attractions would not allow pregnant women on the ride. However, Madame Tussauds allows it, as staff will demonstrate how the guest should sit safely, Madame Tussauds (2018).


[bookmark: _Toc7424099]SWOT

The Spirit of London ride is a strength to the museum as not all Madame Tussauds have such a facility, such as Madame Tussauds Blackpool. This facility would appeal more to tourists who would like to learn about the history in a fun animation experience with wax works of influential people within those time periods, Madame Tussauds (2018). The weakness of this ride is the fact it can only fit two adults and one child under 1.2m. within peak times of the museum queueing can occur. Queueing can get people agitated easily and can affect the guests experience. If the que ends with the last part of the wait going quick it will make the experience more positive, however if the wait is long then the more agitated the guest will become, Kahneman, D (2015). This ride offers endless opportunities for Madame Tussauds as they could change the theme when new exhibitions are in. The biggest threat is that pregnant women can go on the ride. The movement of the ride and strobe lighting could cause the guest serious discomfort and sickness, American Pregnant Association (2015).
 


[bookmark: _Toc7424100]Technological 
Madame Tussauds, London have partnered with a company called Picsolve to appeal more to its guests and to keep up to date on trends by introducing a “selfie mirror” that lets the guests imagine they are on a catwalk with fashion icons, such as Kendall Jenner. The mirror adds a catwalk fashion show background and when the guests are ready the mirror will take their picture and the prints are available to buy at the retail point. The mirror uses infrared sensors and modern technology to capture the photograph and add the background. Heighington, L (2016). 

[bookmark: _Toc7424101]SWOT

The strength of partnering with Picsolve would be the fact that Madame Tussauds would not have to employ any new staff but instead use Picsolve staff and the photograph mirror technology. Rafi, R (2010) explains that mechanical devices have benefitted humans in aid for work more and more but still need a human touch to get the job done. By Madame Tussauds acquiring new staff and photographic technology they would not need to employ photographers. Picsolve only allows guests to have two photos a time in consideration for other guests, Madame Tussauds (2018). This could be a weakness for the museum as they will not offer a refund if the pictures are blurry or somewhat defected. This new technological mirror will give Madame Tussauds the opportunity to take it further within the museum and eventually with all the wax works providing backgrounds for actor’s iconic films and musicians famous concerts. The main threat that could face this factor would be that it is self-focused and not done with large groups, large queues could form. 

[bookmark: _Toc7424102]Legislation
Madame Tussaurds, London comply with a range of different legislation laws within the UK, like trade regulations. Madame Tussauds are informed that they must comply with the licensing act 2003 when it comes to serving alcohol in accordance to authorised areas of the museum, Madame Tussauds (2018). The museum does sell alcohol and therefore must make sure that their guests do not go against this act, as all alcohol must not go outside of the party area. 


[bookmark: _Toc7424103]SWOT

The strength of the museum complying with this legislation would be that it controls the alcoholism within the museum and separates the tourists from the bar goers having a drink. Drinkaware (2019) explains that alcohol consumption “creates aggressive moods”. This will allow staff to make sure that guests who are under the influence are in a controlled safe environment and away from the rest of the guests. A weakness of complying with this act is that only having a certain area designated to drinking could lead to drinking parties clashing and attentions rising in a confined area. However, Madame Tussauds could capitalise on this as they could allow drinking through-out the museum to allow Madame Tussauds to become a stag and hen party venue. Bookings could be taken at an increased rate allowing the company to gain financially. If the company is found to not be complying with this act for example serving alcohol to underage customers it would lead to the company’s alcohol licence being revoked preventing them from serving alcohol in the future, Gov.UK (2015). 

[bookmark: _Toc7424104]Environmental 
Merlin Entertainment state that their attractions including Madame Tussauds are to use paper straws instead of one-use plastic ones they used to. This has been in play from 2018 as Merlin have joined the EU Energy Efficiency Directives in making sure they make their organisation more sustainable for the future. Merlin have made sure all their companies including Madame Tussauds comply with these regulations by making sure paper straws are used, Merlin Entertainment (2018).
[bookmark: _Toc7424105]SWOT
A strength of the museum using paper straws means that they have contributed towards less plastic pollution in oceans and beaches causing harm to wildlife, BBC (2018). A weakness of paper straws is that they tend to go “soggy”. An example of this would be in Weatherspoon’s were guest complained with Jones, D (2018) stating “customers ended up using several straws on a single drink creating more paper waste”. The opportunity Madame Tussauds could create for themselves would be to have Madame Tussauds branded reusable metal straws on sale for those that do not want to use paper straws. Gladwell, H (2019) states that there are several different material reusable straws online to purchase such as bamboo. The threat that faces the museum would be that people may not be willing to buy drinks from the bar and buy bottled drinks instead. 
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[bookmark: _Toc7424107]Recruitment and Selection 

Madame Tussauds, London use and offer a range of different resources when it comes to hiring staff and looking after their people. All Merlin Entertainment attractions, such as Madame Tussauds must have future candidates to apply for job roles through Merlin Entertainment, as there is no option to apply strictly through Madame Tussauds. All staff at the museum are guaranteed a careers portal with Merlin so that all staff members will be notified on new positions and have a personal profile within the company. All Merlin companies provide their staff with regular one on one conversations with their managers on their objectives to achieve and how to improve themselves, Merlin Entertainment (2019).

Merlin Entertainment also have a great benefits and rewards system that they promise for all their employees. These rewards are set in place to treat and help their staff. If a staff member is mentoring, then the HR team of Madame Tussauds are required by Merlin to ensure the employee receives a mentor. Discounts are available for all employees on all Merlin owned hotels around the world with discounts varying on what hotels. As Merlin like to believe they like to reward their employees, they have also offered free entry to selected Merlin attractions on selected dates to ensure that their employees fully experience the Merlin Magic. The possibility of becoming a shareholder of not just Madame Tussauds but of Merlin Entertainment is also a reward scheme that they offer their employees. A savings scheme is set in place and when ready the employees can buy discounted shares and own a share of the business, Merlin Entertainment (2019). 

These reward scheme seem to help Merlin with their employee satisfaction as annually the company provides a survey to the 27, 000 employees called “the wizards want to know” to show if they are satisfied with their job and if there is room for improvement. In 2017 they received 95% of the employees filled in the survey with 94% of them stating that they enjoy working within their companies, Merlin Entertainment (2019). When it comes to recruitment with Madame Tussauds they pride and express themselves on their moto “we engage, inspire and retain brilliant talent”. However, Appendix 1 shows a review from a former employee of the museum on job search website Indeed.com, which shows that they enjoyed the job but there was one problem, there isn’t a fixed break schedule for employees. This statement is backed up with appendix 2 also stating that some days there are no breaks as the museum can get very busy and all hands are needed. 

Merlin Entertainment (2019) When applying for Madame Tussauds or any Merlin company the future employees must have certain skills and qualities:

· Excellent communication and people skills

· A strong operational focus

· Easy to get on with 

· Able to create a motivational environment 

· A strong decision maker 

· Experience with customer service 

· The ability to think on their feet 

· A genuine desire to deliver fantastic customer service


[bookmark: _Toc7424108]Equality and Diversity 

[image: ]In recent years Madame Tussauds, London have been out of touch when it comes to equality and diversity, whether that’s with their controversial wax works or how they’ve treated guests. The most notorious example of when this has occurred would be the wax work of rapper/singer Niki Minaj. The wax work sparked outrage when it was unveiled from the derogatory position, they had made the singer. Not only Niki Minaj fans but fellow rap artists Azealia Banks took to the internet to complain about the wax work saying that “if you put a female celebrity on all fours then people will take advantage”, welsh, A (2015). Azealia Banks prediction was proved right as there have been many derogatory poses with the wax work (see appendix 3). It’s understandable that all gender singers at the museum are mainly standing holding a mic which could get boring but there should’ve been a more appropriate pose selected for the singer. 

The fans main issue however was that the wax work made the singer look like a sex object and not the rap powerhouse she is and has not reflected on her career whatsoever. Madame Tussauds have given a statement saying that they will supply more staff to this area of the museum and redesign the platform the figure is on so photographs like (appendix 3) cannot be taken again, Welsh, A (2015). 

Welsh, A (2015) also goes on to say that “would this have been done to a man” and calls the museum “sexist”. Channing Tatum who’s in the film Magic Mike (about male strippers) has a wax work where he is in a suit and not topples on a pole as he is an established actor and that one role does not determine who he is. This should’ve been the case for Niki Minaj. Madame Tussauds should consider replacing the wax work with a more suitable pose for the rapper to truly reflect her career.     


[image: Liam Maxwell said that his dispute with Madame Tussauds was about 'standing up for what you believe in' ]The wax work museum also made headlines in March 7th, 2018 when a disabled guest was questioned whether he was disabled and then told he was only allowed access to the ground floor as the staff would not let him use the lift. Liam Maxwell who suffers from cerebral palsy and is wheelchair bound was asked for proof that he was disabled when at Madame Tussauds. Madame Tussauds offers a ticket deal that carers go free with disabled guests if proof is declared that the person is disabled. Even though the guest was wheelchair bound with obvious disabilities the staff still asked for proof of his disability. Once the guest and his carer argued their case, they were then told that they could not use the lift for health and safety purposes, the only was the guest could access the higher floors, Daily Mail (2018).

Liam, M (2018) “we sort of looked at each other in disbelief”. The guest also goes on to talk about how he would expect something like this from a small company and not a global company such as Merlin. 

To add insult to injury the guest was then offered a free drink in compensation for the staffs mistake which was on the second floor, where he was previously denied from accessing, but this time he was aloud to use the lift. The manger was reported to not seem interested in the guest’s complaint and didn’t want to do anything for the guest. Since the incident a spokesperson from Madame Tussauds has said that the staff where only asking a procedure question and did not mean for the guest to take offence, Daily Mail (2018).  

The staff at Madame Tussauds should be taken on a training course on how to handle disabled and tricky guests in the correct manner. 
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	Gross Profit 
	1,202,000,000 + 76,000,000 =1,278,000,000/1,085,000,000 = 84.9
	1,371,000,000 + 86,000,000 = 1,457,000,000/1,230,000,000 = 84.42

	Net Profit 
	170,000,000/1,278,000,000 x 100 = 13.30
	211,000,000/1,457,000,000 x 100 = 14.48

	ROCE
	170,000,000 + 4,600,000 = 174,600,000/2,478,000,000 x 100 = 7.05
	211,000,000 + 4,600,000 = 215,600,000/2,959,000,000 x 100 = 7.29

	Asset Turnover 
	1,202,000,000 + 76,000,000 = 1,278,000,000/2,478,000,000 = 0.52
	1,371,000,000 + 86,000,000 =1,457,000,000/2,959,000,000 = 0.49

	Fixed Asset Ratio 
	1,278,000,000/2,475,000,000 = 0.52
	1,457,000,000/2,958,000,000 = 0.49

	Capital Turnover 
	1,278,000,000/3,000,000 = 426
	1,457,000,000/1,000,000 = 1,457

	Current Ratio	
	260,000,000/257,000,000 = 1.01
	340,000,000/339,000,000 = 1

	Quick Ratio
	230,000,000/257,000,000 = 0.89
	304,000,000/339,000,000 = 0.9

	Debtor Days
	76,000,000x 365 = 27,740,000,000/1,278,000,000 = 21.71
	86,000,000 x 365 = 31,390,000,000/1,457,000,000 = 21.54

	Creditor Days 
	41,000,000 x 365 = 14,965,000,000/189,000,000 = 79.18
	63,000,000 x 365 = 22,995,000,000/223,000,000 = 98.69

	Debt Ratio 
	257,000,000/1,320,000,000 = 0.19
	 339,000,000/1,518,000,000 = 0.22





Merlin Entertainment saw a decrease, regarding the company’s gross profit from the years of 2015 to 2016. In 2015 one of Merlin Entertainments companies, Alton Towers, suffered a serious crash on one of their roller coasters resulting in two people having amputations. This saw a 25% drop in visitors to the Alton Towers at the time was the biggest decline in large theme parks across Europe, BBC (2019). This incident could be to the fault that 2015 experienced a lower net profit than 2016. Newton, J (2015) goes on to explain that two months after the disaster Alton Towers was “deserted”, with the theme park closing early on most days. This would’ve had a major impact on Merlin Entertainments profit as Alton Towers also had to pay £5 million and their shares also fell by 6%, Monaghan, A (2016).

Merlin admit to having low visitor numbers at Alton Towers, due to the roller coaster collision in 2015. However, even though Alton Towers had low visitor numbers, across the rest of the Merlin Entertainment attractions, visitor numbers had risen by 0.3% to 62.9 million and revenue was at £1,270,000,000 with an increase of 2.3%, BBC (2016).   
Merlin also announced that they had invested £24.6 million in the company Big Bus Tours, meaning they would be a stakeholder of 15% in the business. This shows the Merlin Entertainment are wanting to be involved in most major attractions within the UK, BBC (2016). 

Another way in which Merlin Entertainment could’ve increased their overall profit would be to buy one of their rented land. This may initially cost a lot to start with but within two years the attractions would’ve paid the money back already. In 2015 Merlin Entertainment where paying 87,000,000 in rent and by 2016 the rent had gone up by 6,000,000. From earlier on the report Madame Tussauds make 75,500,000 plus a year. So, by buying the property it would save Merlin Entertainment more money in the long run. From 2015 to 2016 the average renting cost outside of London had risen by 5.1% while rent in London had seen an increase of 7.7%, Osborne, H (2016). Visit London (2019), with Merlin Entertainment having five attractions in London (Madame Tussauds, Sea Life, The London Dungeons, Shrek Adventure World and The London Eye) and twenty seven outside of London in the UK. By slowly buying the rented land within the next twenty years Merlin would own over half of the properties they have their attractions located at, meaning that there rent will go down significantly.  
	
In 2015 Merlin Entertainment had £152,000,000 in their bank and £2,000,000 cash in hand. Mercatanti, A (2017) goes on to explain how debit and credit cards are gradually taking over cash as people find it easier to pay with their card and online than with cash. Cash in bank went from £152,000,00 to 215,000,000, it went up significantly showing that the trend of online and card payments are more popular rather than cash. However, even though cash in hand went up from 2,000,000 to 3,000,000 it did not grow as large a number as cash in bank. 

[bookmark: _Toc7424110]SMART Targets

· To establish a reputation in the Stag and Hen Party industry, creating a £500,000 profit per attraction within the next 2 years. 
· To introduce reusable, merchandised, straws to all attractions. Reducing the use of paper straws by at least 30% within 1 year. Straws will cost approximately 40p to make per unit, charging £1 per unit to the customer. This will produce a gross profit of around 60%. 
· To capitalize on the popularity of the free ‘Spirit of London’ ride within the Madame Tussauds Museum, London. Charging £5 per carriage could see a profit of up to £300 a day, totaling £100,500 a year. This should be implemented by January 2020.
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Appendix 3: 
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Appendix 4:
	Political 
	Economic
	Social 
	Technological
	Legislation 
	Environmental 

	Brexit
	Admission fees 
	The Spirit of London Ride 
	Picsolve Selfie Mirror 
	Licensing Act 2003
	Paper Straws 

	Taxes
	Celebrities usually donate their own clothes.
	Marvel Superheroes 4D Experience
	 Digi Passes 
	Trades Description Act 1972
	 Acrylic Eyes

	Loose Trade with the EU
	Food and Drink Facilities Available.
	The Star Wars Experience 
	Dua Lipa Glow Room
	Privacy and Electronic
Communications Regulations Act 2003
	Fiberglass Bodies 

	Loose EU Customers
	Options for Afternoon Tea with the Queen
	The Sherlock Holmes Live Experience 
	360 Degree Cinema 
	Protection of Employment
Regulations Act 2006
	UK Carbon Reduction Commitment (CRC)

	Different Political Party Supporters May Not Go as a Result of There Being Rival Political Figures Featured in the Museum. 
	12.5 Million Customers per year
	The Kong Skull Island Experience.
	Captain Marvel Interactive Multiplayer AR Game 
	UK Companies Act 2006
	EU Energy Efficiency Directive

	 
	The Original Madame Tussauds 
	Afternoon Tea with the Royal Family. 
	Mechanical Wax Works
	EU General Data Protection Regulations Act
	Encouraging Staff to Walk and Cycle to work. 

	 
	Supplies Wax Models to Madame Tussauds, Amsterdam
	Dua Lipa Glow Room
	 
	 
	Complying with all relevant legislation 













Appendix 5:


	Strengths 
	Weaknesses 
	Opportunities 
	Threats 

	One of a kind 
	Parking 
	Brexit
	Weather 

	Accessible 
	Queueing 
	Picsolve 
	Brexit

	Paper Straws 
	Brexit
	The only one with a ride in the UK.
	Allowing pregnant women on the ride, (could cause discomfort and sickness)

	Brexit
	No refunds on blurry pictures, bought with Digi pass.
	Adding fees for the ride.
	Loss of EU Customers

	Reducing Emissions 
	Extra Cost for Clothes (unless donated)
	Spirit of London Ride is Free
 
	 

	Spirit of London Ride is Free
	 
	 360 Cinema
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5.0 Exciting and new experience
sk  Baker Street (Former Employee) — London, ENG - 12 February 2015

‘Staff we're all helpful and friendly. never a bad day, always enjoyable and a new and
fun experience, would recommend to anyone looking for a refaxed and fun work
environment.

v Pros
Good pay

x Cons
No fixed break schedule

Was this review helpfur2 Share I Report
ves | No
4.0 Fun and enterraining
ke Operations Host Retail (Current Employee) ~ Marylebone Road, London — 10 December 2014

Madame Tussauds is a great place to work everyone has a good attitude and has fun

H O Type here to search g





image14.png
N
<« - O @

Snapshot

£ httpsy//wwwindeed.co.uk/cmp/Madame-Tussauds/rev
2 2
Why JoinUs ~ Reviews  Salaries  Photos  Jobs  Questions?

Found 15 reviews matching the search See all 42 reviews

3.0

Fohrss

H O Type here to search

An ok place to work

Photographer (Former Employee) — Blackpool, Lancashire — 22 February 2018

Had to be very energetic all day which was quite draining, sometimes the customers
‘could be quite rude o even hostile but you had to adapt and overcome this or else your
photo count would be down. Had to take good quality photographs as bad photographs
‘could be pinpointed to you and affect sales directly. Crowd management gets really
difficult when the attraction gets busy and you have to juggle directing people,
‘answering questions about the attraction whilst also trying to take pictures as well as
‘convince the customers to get one in the first place. The hours were odd, sometimes 11
hour shifts sometimes you would get told to go home after 6 and [T
Yyou would be alone all day and it could get quite stressful at times.

v Pros
Good staff to work with

x Cons

Bad management
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Want to know more about
working here?

Ask a question about working
or interviewing at Madame
Tussauds. Our community is
ready to answer.
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